Users

s

Uzers

Users registered in the system are displayed in this section. Adding new users, deleting
existing users, authorizing users, determining roles, and notification settings are all carried

out here.

Adding a Users

1. Click the add new user button, » , located in the top right corner of the page. The

following pop-up will appear:

& New User

Username (Email)

Name Surname

Password Again

Password |
Nickname |

Active

System Administrator

User Manager

Supervisor

Agent

Reporting -

Save Close

Note: All of the user functions are not displayed; the scroll bar has to be used.
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2. Click the “Username (Email)” input box, type the user’s email address an example is

shown below:

Note: This is a mandatory field

Username (Email) johin.smith@callcenterstudio.com

3. Click the “Name Surname” input box, type the user’s name and surname an example

is shown below:

Note: This is a mandatory field

Mame Surname John Smith|

4. Click the “Password” input box, type a password for the user. An example is shown

below:

Note: This is a mandatory field

Password 123456

5. Click the “Password Again” input box and type the password used in the “Password”

input box as displayed below:

Note: This is a mandatory field

Password Again 123456
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6. If desired, a nickname for the user can be displayed. Click the “Nickname” input box,

type the user’s desired nickname an example is shown below:

Mickname John '1},-1

7. Underneath the “Nickname” input box, there are 13 checkboxes allowing for different
user permissions, check the desired permissions that apply to the new user. The

definitions for each of these checkboxes is evident below:

This option demonstrates that the agent is
ready to make and receive calls. This
checkbox needs to be selected for the user
o to use Call Center Studio.

Note: This is not a mandatory field. A user
can not make or receive calls if this box
remains unchecked.

If this option is checked, the user will have

System Administrator e
v access to the System Administrator tab.

If this option is checked, the user will have
the authority to manage other users’
information and observe their progress.
Note: This option is recommended for

User Manager

Supervisors.
: If this option is checked, the user will have
Supervisor .
access to the Supervisor tab.
; If this option is checked, the user will have
gent access to the Agent tab.
. If this option is checked, the user will have
Reporting

access to the Reporting tab.

If this option is checked, the user will have

Quality Control access to the Quality Control tab.
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Custom Application Use

If this option is checked, the user will have
the authority to use third-party integrations.

Extension Screen

If checked, the user will have access to an
extension screen that works similar to an IP
Phone, used to answer calls. Can only be
selected if the agent checkbox is left
unchecked.

Operator Console

If this option is checked, the user will have
access to the Operator Console.

Only Use IP Phone

This option is only for telephone usage
instead of the softphone located in the
Agent Module.

Note 1: Checking this box means that the
Agent Screen will not be used. Only an IP
Phone will be used to make and receive
calls.

Note 2: It can only be selected if the agent
checkbox is left unchecked.

Note 3: If this option is selected, the

extension screen option will be selected by
default.

Use |P Phone

This option is for IP Phone users.

Enable IP Restriction

Restricts access to the system based on IPs
mentioned in the Allowed Address section
below. When checked, a separate address
can be used to log in. Below this check is
the “Allowed Addresses” input box, type
the desired address.
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8. Click the “Allowed Addresses” input box, type the allowed addresses in the layout

shown below:

Enable [P Restriction Ld

Allowed Addresses 94.102.35.2

9. Click the desired “Default Outbound Queue”, from the dropdown list. If done

correctly, the selection will look like the picture below:

Default Outbound Queue ; x

Extension

Test

10. This option defines an extension number for the user within the system. Click the

“Extension” input box, type the extension in the layout shown below:

Extension 1548

11. Click the "Mobile Number" input box, type the mobile number in the layout defined

in the Dialer section. (See Dialer Section)

Mobile Phone Number 1737 212 98 66
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12. Click the desired “Language”, from the dropdown list, if down correctly, the selection

will look like the picture below:

Language v English ‘
French
Dialplan Azerbaijani

LS

Al

M

13. Click the "Mobile Number" input box, type the mobile number in the layout defined

in the Dialer section.

k|

Dialplan test

14. Check the following box to be able to listen to the agent on the phone. (Note: If the
listen checkbox is not checked, a notification will appear on the supervisor’s screen,

stating the supervisor does not have access to listen.

Listen

15. Click the following box, based on the gender of the user (If desired):

s Male " Female
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16. To add the photo of the user, press the choose file button, Choose File l, if done

correctly, the following pop-up window will be displayed:

4
i

oo~ [ [E Desktop

& Agent1 Profile Pic.jpg
|9 Desktop 2

Favorites

E Recents

M Documents
[ Desktop

o Downloads
-A- Applications

iCloud
¢ iCloud Drive

Locations
1 Fatih's MacBo...
L] skype z
] slack

@ Network

Tags

Cancel

17. Choose the photo file of the user and then click the open. “Agentl Profile Pic” file is
used here as an example.

18. Once the selection is made, it will look like the picture below.

Choose File \gent1 Profile Pic.jpe
Photo

19. Check the following box to enable the Popup to answer an incoming call for a related

user:

Popup On Incoming Call
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20. Click the “Birthday” input box, choose the birthday of the user in the layout shown

below:

Birthday { 1990-05-02| ]

Hide From Directory ‘ ‘

Custom ID Su Mo Tu We Th Fr 5a
29 30| 1 2l 3 4] s

Queue modification is not 6 ) g 9| 10] 11} 12

allowed 13| 14| 15| 16| 17| 18] 19
20( 21| 22/ 23| 24| 25| 26

Hlanguy Boep 27 28l 29 3ol 31| 1] 2

21. Check the following box to hide the user from the directory. This function makes the

user invisible in the directory.

Hide From Directory

22. Click the “Custom ID” input box, type a unique ID value. An example is shown

below:

Custom ID

12021

23. Check the following box to disable the user to change his/her queue.

Queue modification is not
allowed
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24. Check the following box to enable a sound notification after the call is hung up in the

form of a beep. It helps users to understand when the call is finished.

Hangup Beep

25. Check the following box to enable the supervisor dashboard function for the related

user:

Supervisor Dashboard

26. Click the desired “Queue” to add the user in a queue, from the dropdown list. If down

correctly, the selection will look like the picture below:

&

Add to Queue

Q
Priority Chat Queues

Example
Queue Group .

inbound

outbound

27. Click the “Priority” input box, type priority value in the layout shown below. When
the call comes, it will go to the user, which has the highest priority number (100 is the
highest) in the queue. If that user is not available, the call goes to the next user

respectively, who has the second-largest priority number:

100

Priority
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28. Click the desired “Queue Group” to add the user in a queue group, from the dropdown

list. If down correctly, the selection will look like the picture below:

Queue Group Test]
Test
test
. .. : Save
29. After all the desired additions have been made, click the save button, , the
following pop-up window will appear:
%

100%
User Created. Notification e-mail has been sent.

Okay

Okay

30. Click the Okay button, , to acknowledge the addition. A notification email

will also be sent to the provided address to inform the user.
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Searching For Users

There are 4 possible ways to search for users:

allCenter # 20

STUDIO

Please switch the button for active users :

User Name Name Station Number Extension Number
[ john_smith ] { John Smith ] [ 534019 1 [ 11223344 ] + C
User Name Nama Station Number  Extension Number  Active Admin Agent Supervisor Reporting Quality Control  Extension Screen  Custom Application Use

e I P2 O O O O O P |
1Y

1. Searching via Email

Type the user’s registered email address to find the desired user.
2. Searching via Name & Surname

Type the user’s Name and Surname to find the desired user.
3. Searching via the Station Number

Type the user’s Station Number to find the desired user. Note that the Station Number is

formed within the system and is provided while adding a user. (See Adding a User Section)
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4. Searching via the Extension Number

Type the user’s Extension Number to find the desired user.

Example: John’s Station Number was set as 11223344, so this number can be typed as shown

below:

Allowed Addresses ‘ ]

> | <::|

Mo Answer Attendant [
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Editing a Users

After a new user is added, the edit button can be used. When the edit button is pressed, a

pop-up appears, allowing the user to change the access levels and update additional

information.
1. To edit a user, click the edit button, “ , located on the far right of the Users Name as
shown below:

Right next to the edit button, the delete button is also evident. (See Deleting a User

Section).
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2. After pressing the edit button, the following pop-up appears:
%®
|__ User Profile Queues Notifications Hunt Groups .
@ Edit User
User Name (Email) [ john.smith@emailaddress.com ]
Mame Surname [ John Smith ]
Password [ ]
Password (Again) [ ]
Nickname [ Johnny ]
Active (7]
System Administrator
User Manager =1
Supervisor
Agent = 3
Save Close

3.  Asevident in the picture above, 4 tabs are available in this pop-up, which are:
- User Profile
- Queues
- Notifications

- Hunt Groups
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User Profile Tab

Users

This tab is commonly used to update any sort of information of a user. Here, permissions of
users can be managed and changed. Moreover, dial plan and languages can be selected, as

well as various other options. All of these options are evident below:

1. All of the input boxes mentioned above in the “Adding a User” section can be
changed.
2. In addition to the input boxes, the following information also can be changed:
a. Check the following box to enable the user to listen to his/her own recorded

calls.

Listen My Own Calls

b. Check the following box, to enable the user to view the blacklist.

View Blacklist
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c. Users can have his/her own IVR. Here it can be selected after creating a new
one in the IVR section. Click the desired “No Answer Attendant” to add an
IVR for no answering, from the dropdown list. If down correctly, the selection

will look like the picture below.

Mo Answer Attendant p—
test =

ContiondtForvardne |

Maobile Phone Number test IVR

d. Click the “Station Number” input box, the following input box and dropdown
lists will appear. If the user needs an IP phone and wants to use individual

announcements, the conditional forwarding function can be used.

Conditional Forwarding Ll

Conditional Forwarding
Timeout

Conditional Forwarding
Busy

Conditional Forwarding No =
Answer

Conditional Forwarding
Unreachable
- Type the conditional forwarding timeout duration in the following input box shown
below:

Conditional Forwarding
Timeout
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- Click the desired individual announcement for the “busy” situation from the

dropdown list. If down correctly, the selection will look like the picture below:

Conditional Forwarding test »

Busy
- Click the desired individual announcement for the “no answer” situation from the

dropdown list. If down correctly, the selection will look like the picture below:

Conditional Forwarding No test w |

Answer
- Click the desired individual announcement for the “unreachable” situation from the

dropdown list. If down correctly, the selection will look like the picture below:

Conditional Forwarding test .

Unreachable
e. Click the “Station Number” input box, type the station number which is

automatically given by the system to use when creating a user on an IP phone,

in the layout shown below:

Station Number 497320
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f. Click the “Station Password” input box, type the station number that will be

used for configuration in the layout shown below:

Station Password eb330AtGH3

g. Click the desired “Mobile Client DNIS” to add the mobile client DNIS

number from the dropdown list. If down correctly, the selection will look like

the picture below:
Mobile Client DNIS i
Q\ 1
Mobile Client Login 442033183175 -
R 447588709661
Mobile Client Forward |

h. Check the following box, to enable the Mobile Client Login.

Mobile Client Login

i.  Check the following box, to enable the Mobile Client Forward.

Mobile Client Forward

j. Check the following box to enable the user to see the mobile client forward

setting.

Show Mobile Client
Forward Setting
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k. Check the following box to show popups on the user's screen when the

incoming call comes.

Incoming Call Popup

1. Click the “Special ID” input box, type the special ID of the user in the layout

shown below:

Special ID

m. Check the following box to disable the supervisor from making calls.

Supervisor Softphone
Disabled

Note: Disables supervisor from listening to agent calls. No notification will appear stating

they do not have access.

n. When the “Reject Transfer to Last User” checkbox is selected, if an IVR tree
has been set up for transferring to the last user, this user will not be connected

with the customer since this box is checked.
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0. The Custom Field input boxes are used with third-party integrations. For more

info, please contact the assigned Call Center Studio Program Manager.

Supervisor Softphone
Disabled

Reject Transfer To Last
User

Custom Field |

Custom Field 2

Custom Field 3

p. Check the following box to authorize the user as a location operation manager.

Location Operation
Manager

q. Click the desired “Location” to select the location operation from the

dropdown list. If down correctly, the selection will look like the picture below:

=

Exclude fom Number | e
Masking test )

Location i
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r. Check the following box to exclude a user from the Number Masking feature.

Exclude from Number
Masking

s. Select the desired announcement from the “Queue Call Connect
Announcement” dropdown list. The announcement will play when the call is
connected to a queue. Note: this will increase ringing status duration. Also,
Queue Settings must allow agent announcements. If down correctly, the

selection will look like the picture below:

ar |

Queue Call Connect %

Announcement Transfer__Agent 3

Welcome

¥ S 1 Musthnnmd Mall =

t. Check the following box to disable the user from outbound calls that can be

done manually.

Manual Outbound Call
Disabled
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Queues Tab

This tab is used to add the desired agent/user to a defined queue. (See Queues Section)

User Profile

Agent Email
Add to Queue

Queues Notifications Hunt Groups

john.smith@emailaddress.com

[

Priority
iQ“e“e Delete all queues from agent
Queue Priority
2
Queue Group | Select queue tags Add Delete
1. Since we are editing John Smith, his email address is evident in the related field.

Agent Email

john.smith@emailaddress.com

2. Asyou can see underneath the Agent Email, additions can be made to the queue (Such

as adding more queues to a specific user - (See Queues Section)

Add to Queue
Priority I
ueue
Q Example
Queue inbound
outbound

Chat Queues

Chat Queues

-2
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3.  In most cases, the Priority value is defined according to the user’s level of experience
and knowledge. For instance, in the example below, the Priority value is set as 100 for

John, meaning he will be the first one to receive an inquiry within a defined queue.

Priority 100
4. ‘Queue’ Box allows the user to type the name of a queue manually.
Queue
5. Delete all queues from the agent’ button is located right next to it, allowing the user to

pull the agent out of all the defined queues.

Delete all gueues from agent

6. Added queues and priority levels can be seen here.
Queue Priority
Inbound 100 =
Outbound 100 s
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Delete a Queue

1.  To delete queues from the user, click the delete button = . When the delete button is

clicked, the following pop-up will appear, an example is shown below:

Predictive - will be removed from gueue. Do you want to continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

e Select the OK button, “ to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted queue will not be shown.
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Changing the Priority level
1. Click the input box shown in the priority column and type the preferred priority level as

described in the adding a user section.

Ok 95
Cancel

2. Click the Ok button, % , to acknowledge the additions and to update the priority

value.

Agent priority value updated.

| Okay ‘

3. Click the cancel button, QMI , to cancel the change.
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Adding Queue Group
1. Click the desired “Queue group” to add a new queue group to the user, from the
dropdown list,
Queue Group Test Add Delete
test

Add
2. Once the queue group is selected, click the Add button, . When the add button

is clicked, the following pop-up will appear:

4

Sales, test, WhatsApp Chat added
to agent.

Okay

Oka
3. Selecting the Okay button, . , will confirm the addition.
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Notifications Tab

| User Profile Queues

Notifications Hunt Groups |

& Notification Configurations

Admin Summary

New User Notification U

Cenfiguration Change
Motification

System Admin Notification |

Save Close

Notification Configurations

1. Administrator Summary Report Check Box:

Data can be gathered Daily, Weekly, and Monthly, according to the user’s preference.

A summary report is sent via email to the defined email address.

Admin Summary . « Daily ]
Weekly '
New User Notification ©  Monthly
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2. New User Notification Check Box:

Users

A notification email is sent to inform that a new user is created.

MNew User Notification

3.  Configuration Change Notification Check Box:

When the following checkbox is selected, if a queue is changed, details regarding the

change will be sent to the user.

Configuration Change
Notification

4. System Admin Notification Check Box:

The “System Admin Notification” checkbox is used to notify the admin of changes

to the tenant.

System Admin Notification

Call Center Studio User Guide October 2020 Version



lIiCente

T oD |
s Y . Users

Hunt Groups Tab

1. Simply allows the user to choose a Hunt Group. (See Hunt Groups for a detailed

explanation)

Hunt Group

Hunt Group
151545487
<] 2
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Deleting a Users

1. From the “Users” main page, click the delete button, * , to the right of the edit button,

“ , to remove a user. When the delete button is clicked, the following pop-up will

appear:

demo?2.callcenterstudio.com says

John Smith users will be deleted permanently. Do you want to

continue?

Cancel
o Select the cancel button, , to cancel the deletion.

o Selecting the OK button, “ to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

® The screen will reload, and the deleted user will not be shown.
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Searching for a User

There are four ways to search for a user.
o Username
® Name
e Station Number
e FExtension Number

Username

1. Click the “Username” input box, type the desired Username. The input box is shown

below:

User Mame

Note: Partial names can be used when spelled correctly.

Name

1. Click the “Name” input box, type the desired name. The input box is shown below:

MName

Note: Partial names can be used when spelled correctly.
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Station Number
1. Click the “Station Number” input box, type the desired station number. The input box

1s shown below:

Station Number

Note: Partial names can be used when spelled correctly.

Extension Number

1. Click the “Extension Number” input box, type the desired extension number. The

input box is shown below:

Extension Mumber

Note: Partial names can be used when spelled correctly.
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Incoming Calls
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Incoming Calls

Interactive Voice Responses (IVRs) registered in the system are displayed and routed to the
appropriate number. (See the Attendants section for additional information about IVRs). Here
IVR rules can be sent instead of creating working hour constraints within the IVR itself.

Incoming Calls Dialed Numbers (DNIS) Interactive Voice
I ‘ | ‘ Response + ¢
Incoming Calls Interactive Voice Response Start Date Start Time Finish Date Finish Time Dialed Numbers (DNIS) Day of the Week Default New

X

15125721001 Demo_IVR 15125721001 v

442033183175 Demo_IVR 442033183175 b

To update a defined Inbound Call, users must click the edit button, “ . Both buttons
(add & edit) results in the pop-up of the same window, which is indicated below:
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Adding an Incoming Call

1. Click the add button, + , located at the top right of the page.

Incoming Calls Dialed Numbers (DNIS) Interactive Voice
‘ Response +
Incoming Calls Interactive Voice Response Start Date Start Time Finish Date Finish Time Dialed Numbers (DNIS) Day of the Week Default New
15125721001 Demo_IVR 15125721001 S =
442033183175 Demo_IVR 442033183175 Fe 3
& Edit Incoming Call
Incoming Calls [ | ]
Dialed Numbers (DMIS) [ ]
Interactive Voice Response | *
Date { ‘
Start Time [ ‘
Finish Date { ‘
Finish Time [ ‘
Days of week L/Monday
I Tuesday
[ Wednesday
I Thursday
IFriday
[ ISaturday
JSunday
Default
Location ) *

2. Incoming Calls: Click the “Incoming Calls input box, type the desired name - an

example is shown below:

Incoming Calls Sample Name
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3. Dialed Number (DNIS): A phone number that is used to reply to calls. Click the
“Dialed Number (DNIS) input box, type the desired number - an example is shown

below:

Dialed Numbers (DNIS) 151

£

21001

Feud
|

4. Interactive Voice Response: A welcome menu (IVR) previously defined in the
system is selected here. Click the “Interactive Voice Response box, and choose the
desired IVR - an example is shown below: (See Attendants section for additional

information about IVRs)

Interactive Voice Response Demo ¥ A

| Q
D= IVR Example -

5. Date: Used to route to different welcome menus within a defined period. Select the

desired day.

Date ‘ | ‘
Start Time ‘ ‘
Su Mo Tu We Th Fr Sa

Finish Date
1 2
3 = 5 6 7 8 9

Finish Time

10| 11( 12 13| 14 15| 16
17| 18| 19 20| 21| 22| 23
24, 25| 26 27| 28| 29| 30

Days of week
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6. Start Time: Denotes the starting period using half-hour increments.

Start Time |
o 00:
Finish Date 00
01:
Finish Time 01
02:
Days of week 02:
03:

00:
:30: )
:00 ‘

00

:30:
00:
30:
00:

00 =
0o ‘

00
00
oo
00 -

7. Finish Date: Termination date of the desired incoming call rule.

Finish Time
Su
Days of week
7
14
21
28

Default

Mo Tu We Th Fr S5a

1 2 3 4 5 b
8 9 10| 11| 12| 13

15| 16 17| 18| 19| 20

12/ 23 24| 25| 26| 27
2% 30

8. Finish Time: Denotes ending period in half-hour increments.

'

Finish Time |

r,

00:00:00
Days of week 00:30:00
01:00:00
01:30:00
02:00:00
02:30:00

Nefanlt

03:00:00
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9. Days of Week: Used for regular operations on selected days of the week. For
instance, if Monday-Wednesday-Friday were selected, that specific call would be

routed to the defined IVR on those days.

Monday
Tuesday
'Wednesday
Thursday
Friday
Saturday
Sunday

Days of wesk

10. Default: Can be used when no particular date, hour, and days of week criteria are
determined. (Only one default can be used per IVR, multiple incoming calls rules can

be set up per IVR)).

Default |

Location

11. Location: Used to separate different dial plans according to defined locations. (See

the Location section for additional information about this part).
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Editing an Incoming Call

1. To edit a defined incoming call, click the edit button, “ , located on the far right of
the row as shown below:

¥ ol B

2. After clicking the edit button, the incoming call pop-up window will appear as shown.

| x

|
& Edit Incoming Call

i Incoming Calls ‘ 15125721001 |

Dialed Numbers (DNIS) ‘ 15125721001 |

Interactive Voice Response _DEI‘I‘IDTWR * =
Date ‘ 2020-01-09 |
Start Time ‘ 01:00:00 |
Finish Date ‘ 2020-06-08 |
Finish Time ‘ 01:30:00 |
IMonday
Days of week #Tuesday
Wednesday
I Thursday
7 Friday
Saturday
Sunday
Default o
Location | test ol |

Save Close

3. Make the change as desired.

Call Center Studio User Guide October 2020 Version



lIiCente

S TuUDIO Incoming Calls

4. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

100%
Incoming call settings saved

Okay :

: Okay
5. Click the Okay button, ~, to confirm the changes.
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Deleting a Defined Inbound Call

1. From the Incoming Calls main page, click the delete button, * , to the right of the edit

button, “ , to remove an incoming call. When the delete button is clicked, the

following pop-up will appear:

demo.callcenterstudio.com says

15125721095 view incoming call deleted Do you want to

rontinue?

Cancel
o Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

o The screen will reload, and the deleted user will not be shown.
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Refreshing the Incoming Calls Page

To refreshing the page, click the refresh button,

Searching for an Incoming Call

There are three ways to search for an incoming call.
e Incoming Calls
e Dialed Numbers (DNIS)

e Interactive Voice Response




Incoming Calls

Incoming Calls

1. Click the “Incoming Calls” input box, type the desired Incoming Call’s name. The

input box is shown below:

Incoming Calls

Note: Partial names can be used when spelled correctly.

Dialed Numbers (DNIS)

1. Click the “Dialed Numbers (DNIS)” input box, type the number of the incoming call

(DNIS). The input box is shown below:

Dialed Numbers (DNIS)

Note: Partial names can be used when spelled correctly.

Interactive Voice Response

1. Click the “Interactive Voice Response” input box, type the name of the desired IVR.

The input box is shown below:

Interactive Voice Response

Note: Partial names can be used when spelled correctly.

Call Center Studio User Guide October 2020 Version



Attendants

Attendants

BE
S .
==
Aftendants

The Attendants screen is where Interactive Voice Response (IVR) trees can be constructed

and managed.

Creating an IVR

1. Click the new button, * , in the top right corner, the following pop-up screen will

appear as shown below:

& New Attendant Menu

Attendant Menu

Save Close

2. Click the Attendant Menu input box, type the desired name of the IVR an example

name is shown below:

Attendant Menu VR Example|
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Save
3. Click the save button, , the following screen will appear:
| *
m Edit Attendant
Attendant Menu { IVR Example J Limit is Active J
Call can be transfered in LItz [ ']
[ Concurrent Call Limit 0
User Status After Transfer  |wrapup v
Inform the agent if o Limit Multiplier [ 1 ]
transferred call is hangup
r Overflow Attendant | Y
Alias t 1 %
Credit Card
MName Type Previous Step Next Step Digit
IVR Example_Root Root /

Save Close

Note: By Default, several things are already set up within the IVR. They are listed below:

The Attendant Menu name is inputted by default, as shown below:

Attendant Menu IVR Example

User Status After Transfer is wrapup (allows for a delay, the agent has to reselect the

Available status to resume receiving calls) by default, as shown below:

User Status After Transfer | Wrapup v
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Limit Multiplier is “1” by default (used as a multiplying factor for the “auto based”
calculations. For example, if the auto-based calculation determines there are “6” agents, the
limit multiplier is the number that is multiplied by the auto based agent count. So for this
example, using a limit multiplier of “1” the total number of inbound calls that can be handle

by the IVR before going to the overflow attendant is “6”) as shown below:

Limit Multiplier 1

The root step of the IVR tree is displayed in the following format:
“Name assigned to the Attendant”_Root as shown below:

Name Type Previous Step MNext Step Digit
IVR Example_Root Root /

4. If desired, select the “Calls can be transferred in” checkbox (this allows the agent to

transfer to this IVR if desired). The checkbox is shown below:
Call can be transfered in

5. If desired, select the “Inform the agent if a transferred call is hangup” checkbox (If
this checkbox is selected, it will notify the agent if the customer hung up the call
before completing the IVR. For example, if the agent transferred the customer to a
satisfaction survey, and the customer hung up before completing the survey. The

checkbox is shown below:

Inform the agent if
transferred call is hangup
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6. If desired, an Alias number can be used for the IVR. (Normally used for IP phones so
the agent can transfer to an IVR set up for IP phones, but it can also be used in the
tenant, by selecting “Internal Transfer” in the Queues section - See more in the queues
section)

7. If desired, the credit card checkbox can be selected (Must be checked when creating

an IVR credit card payment step). The checkbox is shown below:
Credit Card
8. IVR call limits can be set up by selecting the “Limit is Active” checkbox, as shown
below:

Limit is Active L
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9. Click the “Limit Type” input box. The following dropdown menu will appear:
Exact limit

Concurrent Call Limit Auto (Based on onling agent count)
Auto (Based on avallable agent count)

The dropdown selections are described below:

Exact Limit If Exact Limit is selected, please follow

steps 10 - 11 to input the exact limit.

Determines the number of concurrent calls
Auto (Based on online agent count) to the IVR based on the online agent count
(agent can be in any status) Skip steps 10 -

11.

Determines the number of concurrent calls
Auto (Based on available agent count) to the IVR based on the online available

agent count. Skip steps 10 - 11.

10. Click the “Concurrent Call Limit” input box type the desired concurrent call limit. An

example is shown below:

Concurrent Call Limit 100
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11. Click the “Limit Multiplier” input box, type the desired limit multiplier (Can only be
used for “Auto (Based on online agent count)” and “Auto (Based on available agent

count)”:

Limit Multiplier 1

Note: Limit Multiplier is “1” by default (used as a multiplying factor for the “auto based”
calculations. For example, if the auto-based calculation determines there are “6” agents, the
limit multiplier is the number that is multiplied by the auto based agent count. So for this
example, using a limit multiplier of “1” the total number of inbound calls that can be handle

by the IVR before going to the overflow attendant is “6”) as shown below:

12. If the Limit is Active checkbox is selected, the “Overflow Attendant” input box must
be defined. Click the input box a dropdown list of created [IVR’s will be displayed (If
no IVR’s are displayed, deselect the “Limit is Active” checkbox, finish following
these steps, and create a secondary IVR to be used as the overflow attendant, then edit

this IVR and select the “Limit is Active" checkbox and the appropriate IVR.
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Adding Alias And Input Step

For example, when Alias and Input are added to IVR, The caller will hear an announcement
saying, "dial if you know the extension number.” If the caller wants to talk to Agent 1

specifically, the caller dials 1001, and the call is forwarded to Agent 1.

. Add New Step '-.
1. Click the “Add New Step” dropdown box, , the

following list will appear:

Acd New Step e

Alias And Input
Alias Dialing
Alias Transfer
Announcement k
Call Back

Call Notification

Caller Control

Chatbot

Cloud Text to Speech API

Conditional Routing

Dialogfow For IVR

Extension Transfer

Go 1o r
Hang Up

Hunt Group

Input

Internal Transfer

Join Conference -
Macra -

Add New Step v
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2. Select the “Alias And Input” step the following pop-up window will appear:

| xJ

Step [

|
e | |
|

Step Type [ Alias And Input

Previous Step [

Prev. Step Input [

-

Next Step

-

Announcement [

1

-

Announcement
Repeat Count

Waiting Duration [ l

Wrong Input
Announcement

Exit I X
Announcement

Min. Input Length [ J

Max. Input Length [ J

Blocked Extension [ J

[l

Voice Recording

Transfer

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. Aliasinput_Step

4. If desired in the “Description” input box, type a description for the step.
5. In the “Previous Step” dropdown menu, select the desired previous step. It is

recommended to link all steps after setting up the IVR.
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6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input

step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to

link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

Announcement
Announcemeant Call Back Request
Repeat Count Hi
Keys to Menu
Waiting Buration | Rebuy Demo Wellcome
Survey
Wrong Inpart Survey Thank you
Announcement Transfer
Welcome
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
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9. Click the “Announcement Repeat Count” input box the following dropdown list will

appear:

,,_.
‘ s

Announcemeant
it
3
Warhng Duration | 3
4
Wirang [nput 2
ANNoUNCEMEent b
¥
Exit B
Announcement o
1d

10. Select the desired repeat count.
11. In the “Waiting Duration” input box type the waiting duration for the customer input

(Seconds) an example is shown below:

Waiting Duration | 10

12. Click the “Wrong Input Announcement” input box. A dropdown menu will appear
with uploaded announcements (See Announcement section for uploading an
announcement), select the desired announcement.

13. Click the “Exit Announcement” input box. A dropdown menu will appear with
uploaded announcements (See Announcement section for uploading an
announcement), select the desired announcement.

14. Click the “Min. Input Length” input box type the minimum input length, always “1.”

15. Click the “Max. Input Length” input box type the maximum input length for the
customer to select. For example, if the Alias’s range between 3 digits and 4 digits, the

max. The input length will be 4.
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16. Select the “Blocked Extension” input box type the desired blocked extension. It can
be inputted to prevent the customer from being transferred to this value (commas can

be used to add multiple extensions).

Select
17. If a tag is desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search

Collapse Group Select

Customer Service

Save Close
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18. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

‘GIJ X

SLlEE (| Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Coliapes , to collapse the selection

Check the Group Select Checkbox, & Group Select , to group select tags.
Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

oL ETWE (| Group Select
- o P

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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19. Below the tag's input box, the following two checkboxes are displayed:

Voice Recording

Transfer

The descriptions of these checkboxes are explained below:

Voice Recording If checked, records the IVR

Transfer Used by the Call Center Studio

Development Team (Do not check)

20. Click the save button, S
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Adding Alias Dialing Step
The step is used to transfer the call to the dialed extension number.
{Add New Step v
1. Click the “Add New Step” dropdown box, , the

following list will appear:

Add New Step . G

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrional Routing
Dialogfiow For IVR
Extension Transfer
Goio

Hang Up

Hunt Group

Input

Internal Transfer
Join Conference

]

Macro -

r

Add Mew Step v
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2. Select the “Alias Dialing” step the following pop-up window will appear:

Step

Description

Step Type Alias Dialing

Prev. Step Input

Mext Step

Input Length

|
|
|
Fomsey, |
|
|
|
|

Announcement

Announcement [ 1

Repeat Count

Wrong Input |

Announcement

Waiting Duration l

Blocked Extension l

Tag

: . .l
Voice Recording =

Transfer

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step

2. AliasDialing_Step|
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4. If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Input Length” input box, type the desired input length.

9. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

ANNCUNCEMEnT

AnNCUNCEment Call Back Request
Repeat Count Hi
Keys to Menu
Waiting Buration | Rebuy Demao Wellcome
Survey
Wrong Input Survey Thank you
Announcement Transfer
Welcome
r 1
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
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10. Click the “Announcement Repeat Count” input box, the following dropdown list will

appear:

ANnOUNcement 1 ¥
el
3
Warhng Duration | 3
4
Wirang [nput 5
ANNoUNCEMEent b
i
Exit g
Announcement 2
14

11. Click the “Wrong Input Announcement” input box. A dropdown menu will appear
with uploaded announcements (See Announcement section for uploading an
announcement), select the desired announcement.

12. In the “Waiting Duration” input type the waiting duration for customer input

(Seconds) an example is shown below:

Waiting Duration 10

13. Select the “Blocked Extension” input box type the desired blocked extension. It can
be inputted to prevent the customer from being transferred to this value (commas can

be used to add multiple extensions).
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14. If a tag is desired, click the Select button, to the right of the “Tag” input

box, the following pop-up window will appear:

Search
\

(SLELEER () Group Select

Customer Service

Save Close

15. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ x

SLIEREE || Group Select

Customer Service
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Note:
Expand .
Press the Expand button, , to expand the selection

Press the Collapse button, Culape , to collapse the selection

Check the Group Select Checkbox, -/ Group Select , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

SLIERECE (| Group Select
Customer Service

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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16. Below the tag's input box, the following two checkboxes are displayed:

Voice Recording

Transfer

The descriptions of these checkboxes are explained below:

Voice Recording If checked, records the IVR

Transfer Used by the Call Center Studio

Development Team (Do not check)

17. Click the save button, S
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Adding Alias Transfer Step
The step used to transfer the call to the designated IP phone.
{Add New Step v
1. Click the “Add New Step” dropdown box, , the

following list will appear:

Add New Step . G

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrional Routing
Dialogfiow For IVR
Extension Transfer
Goio

Hang Up

Hunt Group

Input

Internal Transfer
Join Conference

]

Macro -

r

Add Mew Step v
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2. Select the “Alias Transfer” step the following pop-up window will appear:

Step

Description

Step Type Alias Transfer

Previous Step

-

Mext Step

L]

S LA U S L e L e L L e U e L S,

Announcement

Waiting Duration

Extension

|
|
|
|
et |
|
|
|
|
|

Answered By

Tag

Display DMNIS

Vioice Recording

Transfer

Show Variable On
Mobile Client

Variable Name

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. AliasTransfer_Step
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4. If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

Announcement x
ARNCUncement Call Back Request
Repeat Count Hl
Keys to Menu
whaiting Duration | Rebuy Demo Wellcome
Survey
Wirong Inpar Survey Thank you
Annocuncement Transfer
Welcome
r 1
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
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9. In the “Waiting Duration” input type the waiting duration for the customer input

(Seconds) an example is shown below:

Waiting Duration 10

10. In the “Extension” input box type, the desired user’s extension.

11. In the “Answered By,” input box type the desired user’s name.

Select
12. If a tag is desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search
|

Collapse Group Select

Customer Service

Save Close

13. Search for a Tag using the “Search” input box shown below:

Search
|
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Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ ®

OIELECE (| Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Crllapes , to collapse the selection

Check the Group Select Checkbox, S e , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
|

SLUELEE (| Group Select

Customer Service

Customer Senvice X

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name
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14. Below the tag's input box, the following four checkboxes are displayed:

Display DNIS
Vioice Recording
Transfer

Show Variable On
Mobile Client

The descriptions of these checkboxes are explained below:

Display DNIS When clicked shows the agent’s number,
not customers. It is used to mask the

customer’s number.

Voice Recording If checked, it allows the customer’s voice to

be recorded.

Transfer Used by the Call Center Studio

Development Team (Do not check)

Show Variable on Mobile Client If employees are using the Call Center
Studio mobile client, this checkbox can be
displayed, so the employee knows that the

call is coming from the IVR.
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15. If the Show Variable on Mobile Client checkbox is selected, click the “Variable
Name” input box and type the desired variable name. If employees are using the Call
Center Studio mobile client, this checkbox can be displayed, so the employee knows

that the call is coming from the [VR.

16. Click the save button, S
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Adding Announcement Step

The specified entrance announcement (Welcome to XX Company) can be added using this

IVR step.

Add New Step
1. Click the “Add New Step” dropdown box, ‘

, the

following list will appear:

Add New Step : Sasal

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrmional Routng
Dialogiiow For IVR
Exiension Transter
Goto

Hang Up

Hunt Group

It

Internal Transfer
Join Conference

'l

Macra -

.

Add New Step T
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2. Select the “Announcement” step the following pop-up window will appear:

Step

Descripbion

Step Type Announcement

Previous Step

Prev. Step Input

Mext Step it

Announcement | * B

Custom
Announcement

Ta g

Transfer

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. Announcement_Step

4. 1If desired in the “Description” input box, type a description for the step.
5. In the “Previous Step” dropdown menu, select the desired previous step. It is

recommended to link all steps after setting up the IVR.
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6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

Announcement x
Anncuncement Call Back Request
Repeat Count Hi
Keys to Menu
waiting Duration | Rebuy Demao Wellcome
Survey
Wrong Input Survey Thank you
Announcement Transfer
Welcome
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
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9. If desired, a Custom Announcement name can be created by checking the “Custom
Announcement” checkbox (Used in combination with the Text-To-Speech step,
contact the Call Center Studio Development team if a Text-to-Speech IVR is desired.)

The following input box will appear:

Custom
Announcement

10. In the input box, type the custom announcement name.

Select
11. If a tag is desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search
1

Collapse Group Select

Customer Service

Save Close
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12. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ X

S0 ELEE | | Group Select

Customer Service

Note:

Expand .
Press the Expand button, , to expand the selection

Press the Collapse button, Coliapes , to collapse the selection

Check the Group Select Checkbox, & Group Select , to group select tags.
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Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

SLUELEE || Group Select
Customer Service

Note: To delete a Tag from the selection simply click the “X,” H to the right of the tag
name.

13. Below the tag’s input box, the following checkbox is displayed:

Transfer

The description of the checkbox is explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

14. Click the save button, amici

Call Center Studio User Guide October 2020 Version



allCente

S T U DI O

Attendants
Adding Call Back Step
The step used to make a notification of missed calls by email.
{Add New Step v
1. Click the “Add New Step” dropdown box, , the

following list will appear:

Add New Step . e

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrional Routing
Dialogfiow For IVR
Extension Transfer
Goio

Hang Up

Hunt Group

Input

Internal Transfer
Join Conference

]

Macro -

r

Add Mew Step v
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2. Select the “Call Back” step the following pop-up window will appear:

Step

Description

Step Type 'CEI.” BaCk

Previous Step

Prev. Step Input

Announcement a4 b

Ernail

Custom Subject

Custom Body

Tag Select
Transfer

=
Callback Follow-Up  —

|
Add Contact To -
Campaign

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. CallBack_Step|
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4. If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

AnNoUNCEMEnT
ANNOUNCEment Call Back Request
Repeat Count Hl
Keys to Menu
Waiting Buration | Rebuy Demo Wellcome
Surnvey
Wrong Input Survey Thank you
Anncuncement Transfer
Welcome
¥ 1
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
8. In the “Email” input box, type the desired email that the callback request will be sent
to. (Note: multiple emails can be inputted using a comma, “,” to separate them. If the

number of emails is over five, a group email is recommended to allow for successful

email delivery.)
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9. If desired, the “Custom Subject” checkbox can be checked. If checked, a custom

email subject line can be created using the input box that appears:

Custom Subject

Subject

10. If desired, the “Custom Body” checkbox can be checked. If checked a custom email

body can be created using the input box that appears:

Custom Body

Body

Select
11. If a tag is desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search
i

(SLlEVLTEN (] Group Select

Customer Service

Save Close
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12. Search for a Tag using the “Search” input box shown below:

Search
[ |

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

‘CIJ x

OLIELE (| Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Coliapes , to collapse the selection

Check the Group Select Checkbox, & Group Select , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
ELE (| Group Select
Customer Service i

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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13. Below the tag's input box, the following three checkboxes are displayed:

Callback Follow-Up

Add Contact To

The descriptions of these checkboxes are explained below:

Transfer

Used by the Call Center Studio

Development Team (Do not check)

Callback Follow-up

When checked, the following will be
displayed:

o
Callback Follow-Up

Callback Follow-Up |
Control Time

Click the “Callback Follow-up Control
Time” type the desired time for the
customer to be called back. Normally used
in combination with the “Add Contact to

Campaign” checkbox.
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When checked, the following will be

displayed:

Add Contact To
Campaign

Target Campaign I

Add Contact to Campaign
Target List Mame I ‘

Add after X I ‘
minutes

Click the “Target Campaign” dropdown
menu to select the desired campaign.

Click the “Target List Name” type the
desired list name.

Click the “Add after X minutes” type the
desired time after calling to add the caller to

the Target Campaign.

14. Click the save button, amici
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Adding Call Notification Step

The step where the web service, prepared by the customer and defined by Webhook, is
triggered based on the call status, according to the notification events selected for users using

IP telephony.

‘Add New Step v
, the

1. Click the “Add New Step” dropdown box,

following list will appear:

Ald New Step sy

Alias And Input
Alias Dialing
Alias Transfer
Announcement L
Call Back

Call Notification

Caller Contraol

Chatbot

Cloud Text to Speech API

Condmional Routing

Dialogilow For IVR

Exiension Transter

Go 1o i
Hang Up

Hunt Group

Input

Internal Transfer

Join Conference 4
Macro -

7 =

Add New Step v
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2. Select the “Call Notification” step the following pop-up window will appear:

Step

Descripbion

Step Type Call Notification

Previous Step

Mext Step s

Prev. Step Input

WebHook Action ¥

Tag

Heathy peent " When Step Started

| When Ringing Started

| When Call Answered

L/ When Busy Signal

L When No Answer

| When Call Hangup

LI When Call Recording Uploaded
| When Call is Abandoned

Send an email

Transfer

Save

Close

Call Center Studio User Guide
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3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. CallNotification_Step

4. If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

7. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

8. Click the “WebHook Action” input box, a dropdown menu will appear with created
webhooks, select the desired webhook (See the Web URLs section for more

information on creating webhooks).
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9. Ifatag is desired, click the Select button, to the right of the “Tag” input

box, the following pop-up window will appear:

Search
\

Customer Service

Save Close

10. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ x

SLIELEEE || Group Select

Customer Service
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Note:
Expand .
Press the Expand button, , to expand the selection

Press the Collapse button, Culape , to collapse the selection

Check the Group Select Checkbox, -/ Group Select , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

SLIERECE (| Group Select
Customer Service

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name
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11. Call Notification events can be sent to a user via email notification or web service via
the created Webhook in the Web URLs section. The following notification events can
be selected, the user then would receive notifications regarding the checked events via
email or a web service (For more information or set up questions contact the assigned

Call Center Studio Project Manager).

Notify Events | When Step Started

When Ringing Started
| When Call Answered
| When Busy Signal
When No Answer
| When Call Hangup
When Call Recording Uploaded
When Call is Abandoned

12. If desired notifications can be sent via email instead of a web service by checking the

“Send an email” checkbox, once selected the following input boxes will be displayed:

send an email

E-mail Address ‘ |

Custom Subject ‘ |

Custom Body

Call Center Studio User Guide October 2020 Version
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13. In the “Email Address,” input box type the desired email addresses.
14. In the “Custom Subject” input box, type a custom email subject line if desired.
15. In the “Custom Body” input box, type a custom email body if desired.

16. Below the “Send an email” input box, the following checkbox is displayed:

Transfer

The description of the checkbox is explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

17. Click the save button, amii
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Adding Hang Up Step
The step is used to disconnect the call.
‘Add New Step v
1. Click the “Add New Step” dropdown box, , the

following list will appear:

Add New Step . G

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrional Routing
Dialogfiow For IVR
Extension Transfer
Goio

Hang Up

Hunt Group

Input

Internal Transfer
Join Conference

]

Macro -

r

Add Mew Step v
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2. Select the “Hang up” step the following pop-up window will appear:

Step

Description

Step Type

Previous Step

Prev. Step Input

Mext Step

Announcement

Tag

Transfer

Hang Up

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step

1. HangUp_Step

4. 1If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is

recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only

used if the previous step is an input step. For example, if the previous step is an input

step, separate IVR branches can be made based on the customer’s numerical input).
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7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

AnNoUnCement |
Announcement Call Back Request
Repeat Count Hi
Keys to Menu
waiting Duration | Rebuy Dema Wellcome
Surnvey
Wrong Input Survey Thank you
Announcement Transfer
Welcome
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
9. Ifdesired, a Custom Announcement name can be created by checking the “Custom
Announcement” checkbox. The following input box will appear:

Custom
Announcement

10. In the input box, type the custom announcement name.
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11. If a tag is desired, click the Select button, to the right of the “Tag” input

box, the following pop-up window will appear:

Search
|

Customer Service

Save Close

12. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|
|13|J xi

S EREEE (| Group Select

Customer Service
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Note:

S E .
Press the Expand button, , to expand the selection

Press the Collapse button, Collapse , to collapse the selection

Check the Group Select Checkbox, = Group Select , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

OIELEE (| Group Select

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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13. Below the tag's input box, the following checkbox is displayed:

Transfer

The description of the checkbox is explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

14. Click the save button, omii
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Adding Input Step
The step is used to create an input step for the caller based on an announcement.
{Add New Step v
1. Click the “Add New Step” dropdown box, , the

following list will appear:

Add New Step . G

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrional Routing
Dialogfiow For IVR
Extension Transfer
Goio

Hang Up

Hunt Group

Input

Internal Transfer
Join Conference

]

Macro -

r

Add Mew Step v
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2. Select the “Input” step the following pop-up window will appear:
- .
Step [
Description [
Step Type [ Input

Prev. Step Input [

|
|
|
e | ]
|
|

Next Step [ ¥

Announcement |

Announcement [ 1 ']
Repeat Count

Wrong Input
Announcement

Exit | x
Announcement

Custom
Announcement

=
Transfer to Variable —

Variable Name

Min. Input Length

Input Timeout

, I B, "SI ), RS N VT

Max. Input Length [

Tag

Transfer

Save Close
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3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 1. Input_Step

4. If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

AnNoUNCEMEnT
ANNOUNCEment Call Back Request
Repeat Count Hl
Keys to Menu
Waiting Buration | Rebuy Demo Wellcome
Survey
Wrong Input Survey Thank you
Anncuncement Transfer
Welcome
- |
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
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9. Click the “Announcement Repeat Count” input box the following dropdown list will

appear:

4

Announcement
Repeat Count

Waiting Duration

Wirong Inpat
AnnNouncement

JGU’#M"\JI

=

Exit
Announcement

|l =+
=]

10. Select the desired repeat count.

11. Click the “Wrong Input Announcement” input box. A dropdown menu will appear
with uploaded announcements (See Announcement section for uploading an
announcement), select the desired announcement.

12. Click the “Exit Announcement” input box. A dropdown menu will appear with
uploaded announcements (See Announcement section for uploading an
announcement), select the desired announcement.

13. If desired, a Custom Announcement name can be created by checking the “Custom

Announcement” checkbox. The following input box will appear:

Custom
Announcement

14. In the input box, type the custom announcement name.
15. The agent can transfer to a variable by checking the “Transfer to Variable” checkbox.
16. If the “Transfer to Variable” checkbox is checked, click the “Variable Name” input

box and type the desired variable name (user’s name).
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17. Click the “Min. Input Length” input box type the minimum input length, always “1.”

18. Click the “Max. Input Length” input box type the maximum input length for the
customer to select. For example, if the Alias’s range between 3 digits and 4 digits, the
max input length will be 4.

19. In the “Input Timeout,” dropdown box type select the timeout duration for the

customer input (Seconds).

Select
20. If a tag 1s desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search

Collapse Group Select

Customer Service

Save Close

21. Search for a Tag using the “Search” input box shown below:

Search
|
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Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ ®

OIELECE (| Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Crllapes , to collapse the selection

Check the Group Select Checkbox, S e , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
|

SLUELEE (| Group Select

Customer Service

Customer Senvice X

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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22. Below the tag's input box, the following checkbox is displayed:

Transfer

The description of the checkbox is explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

23. Click the save button, i
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Adding Conditional Routing Step

Enables the call to be sent to a specific step of [IVR according to the response returned from
the variable or standard responses returned from the web service prepared by the user of the

tenant (e.g., Cancellation, Preparing Order, In Cargo).

‘Add New Step v
, the

1. Click the “Add New Step” dropdown box,

following list will appear:

Ald New Step SR

Alias And Input
Alias Dialing
Alias Transfer
Announcement L
Call Back

Call Notification

Caller Contraol

Chatbot

Cloud Text to Speech API

Condmional Routng

Dialogilow For IVR

Exiension Transter

Go 1o i
Hang Up

Hunt Group

Input

Internal Transfer

Join Conference 4
Macro -

7 =

Add New Step v
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2. Select the “Conditional Routing” step the following pop-up window will appear:

Step

Description

Step Type Conditional Routing

Previous Step

Prev. Step input

Default Next Step =
g Select
Mew Condition
# Condition Next Step
Transfer B

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 1. ConditionalRouting_Step| |

4. 1If desired in the “Description” input box, type a description for the step.
5. In the “Previous Step” dropdown menu, select the desired previous step. It is

recommended to link all steps after setting up the IVR.
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6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Default Next Step” dropdown menu, select the desired next step. It is

recommended to link all steps after setting up the IVR.

8. Ifatag is desired, click the Select button, to the right of the “Tag” input

box, the following pop-up window will appear:

Search

Collapse Group Select

Customer Service

Save Close

9. Search for a Tag using the “Search” input box shown below:

Search
|
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Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|'EIJ ®

SLUEWELE || Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Crllapes , to collapse the selection

Check the Group Select Checkbox, S e , to group select tags

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
|

SLUELEE (| Group Select

Customer Service

Customer Senvice X

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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10. To add a condition, press the new condition button, , the following

pop-up screen will appear:

Condition

MNext Step

[ 2

Save Condition Cancel

11. In the “Condition” input box, type the condition (Defined value is written in web
service).

12. Click the “Next Step” dropdown box, select the desired next step (The step that is
desired to correspond to the value is selected). It is recommended to link all steps after

setting up the IVR.

13. Click the save condition button, S&ve Condition

14. Continue adding desired conditions.
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15. Below the condition steps, the following checkbox is displayed:

Transfer

The description of the checkbox is explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

16. Click the save button, amici
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Adding Satisfaction Survey Question Step
The step is used to create a customer satisfaction survey question.
. ‘Add New Step v
1. Click the “Add New Step” dropdown box, , the

following list will appear:

Add New Step . e

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrional Routing
Dialogfiow For IVR
Extension Transfer
Goio

Hang Up

Hunt Group

Input

Internal Transfer
Join Conference

]

Macro -

r

Add Mew Step v
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2. Select the “Satisfaction Survey Question” step the following pop-up window will

appear:

Step

Description

Step Type Satisfaction Survey Question

Previous Step

Prewv. Step Input

Mext Step ¥

Mext Step, if False ¥

Announcement i n

Announcement 1
Repeat Count

Wrong Input ¥
Announcement 5

Min. Answer Value

Max. Answer Value

Input Length

Input Timeout i ¥

Tag Select

Transfer

Save Close
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3. Click the “Step” input box, type the desired step name. An example is shown below:
Step 2. Survey_Step|

4. If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. Inthe “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. In the “Next Step if False” dropdown menu, select the desired next step. It is

recommended to link all steps after setting up the IVR.
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9. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

AnNoUnNcement
Anncuncement Call Back Request
Repeat Count Hi
Keys to Menu
Waiting Buration | Rebuy Demo Wellcome
Sunvey
Wrong Input Sunvey Thank you
Announcement Transfer
Welcome
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
10. Click the “Announcement Repeat Count” input box the following dropdown list will

appear:

,,_.
b J

Announcement
Repeat Count

Waiting Duration

Wirang Input
Announcement

Exit
Announcement

':..;':DJ‘G}U‘LMUI

=
o

11. Select the desired repeat count.
12. Click the “Wrong Input Announcement” input box. A dropdown menu will appear
with uploaded announcements (See Announcement section for uploading an

announcement), select the desired announcement.
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13. Click the “Min. Answer Value” input box type the minimum answer value for the
customer to select. For example, if the survey range is 1 to 5, the minimum answer
value would be 1.

14. Click the “Max. Answer Value” input box type the maximum answer value for the
customer to select. For example, if the survey range is 1 to 5, the maximum answer
value would be 5.

15. Click the “Input Length” input box type the input length for the customer to select.
For example, if the survey is one question, the input length would be 1.

16. In the “Input Timeout,” dropdown box type select the timeout duration for the

customer input (Seconds).

17. If a tag is desired, click the Select button, to the right of the “Tag” input

box, the following pop-up window will appear:

Search

Collapse Group Select

Customer Service

Save Close
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18. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|'CIJ x

SEREE (| Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Coliapes , to collapse the selection

Check the Group Select Checkbox, & Group Select , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
|

I (| Group Select

Customer Service

Customer Service X
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Note: To delete a Tag from the selection simply click the “X,” ﬂ to the right of the tag
name.

19. Below the tag's input box, the following checkbox is displayed:

Transfer

The description of the checkbox is explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

20. Click the save button, dinis
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Adding Satisfaction Survey Result Step

The step used to create customer satisfaction input for the satisfaction survey. (Completes the
survey, without using this on the Quality Control Screen the survey will be listed as

incomplete).

‘Add New Step v
, the

1. Click the “Add New Step” dropdown box,

following list will appear:

Ald New Step sy

Alias And Input
Alias Dialing
Alias Transfer
Announcement L
Call Back

Call Notification

Caller Contraol

Chatbot

Cloud Text to Speech API

Condmional Routng

Dialogilow For IVR

Exiension Transter

Go 1o i
Hang Up

Hunt Group

Input

Internal Transfer

Join Conference 4
Macro -

7 =

Add New Step v
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2. Select the “Satisfaction Survey Question” step the following pop-up window will

appear:

Step

Description

Step Type Satisfaction Survey Result

Previous Step

Prev. Step Input

Mext Step bt

Announcement ad b

Finish Code

Tag Select

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 1. SurveyResult Step

4. If desired in the “Description” input box, type a description for the step.
5. In the “Previous Step” dropdown menu, select the desired previous step. It is

recommended to link all steps after setting up the IVR.
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6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. Inthe “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

Announcement x
Anncuncement Call Back Request
Repeat Count Hi
Keys to Menu
waiting Duration | Rebuy Demao Wellcome
Survey
Wrong Input Survey Thank you
Announcement Transfer
Welcome
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
9. Click the “Finish Code” input box, type the desired finish code an example is shown

below:

Finish Code Completed
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Select

10. If a tag is desired, click the Select button, to the right of the “Tag” input

box, the following pop-up window will appear:

Search
|

(SLELEEN () Group Select

Customer Service

Save Close

11. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|'EIJ x

SENE (| Group Select

Customer Service
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Note:
Press the Expand button, , to expand the selection

Press the Collapse button, Culape , to collapse the selection

Check the Group Select Checkbox, -/ Group Select , to group select tags.
Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search

LN (| Group Select

Customer Service

Customer Senvice X

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag
name.

12. Below the tag's input box, the following checkbox is displayed:

13. Click the save button, amici
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Adding Transfer Step

In cases where the system cannot be active due to internal/external factors or out of time,

incoming calls are directed using this step to the desired number so that there are no missed

calls.

‘Add New Step

1. Click the “Add New Step” dropdown box,

following list will appear:

Add New Step : Sasal

Alias And Input
Alias Dizling

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrtional Routing
Dialogiiow For IVR
Exiension Transher
Go to

Hang Up

Hunt Group

Input

Internal Transfer
Join Conference

Macra -

.

Add New Step T

, the
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2. Select the “Transfer” step the following pop-up window will appear:

step

Description

Step Type Transfer

Prev. Step Input

<

Mext Step

-

|
|
|
Pevoussiep | v
|
|
|

Ringing Music for
Caller

Announcement for
Caller

Announcement for [ '] ian
Callee

Announcement [ 1 ']
Repeat Count

Waiting Duration [ ]

Caller ID | » |v |

Transferstring

|
i | |
|

Diversion Code

| )

Tag

[+

oice Recording
Transfer
&

Busy Tone Cn Busy — =

Save Close
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3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. Transfer_Step|

4. 1If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. Inthe “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Ringing Music for Caller,” a dropdown list will appear, select the desired
music (Ringing music can be added by request to the Call Center Studio Development
Team).

9. Click the “Announcement for Caller” input box. A dropdown menu will appear with
uploaded announcements (See Announcement section for uploading an

announcement), select the desired announcement.

Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.

10. Click the “Announcement for Callee” input box. A dropdown menu will appear with
uploaded announcements (See Announcement section for uploading an

announcement), select the desired announcement.
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11. Click the “Announcement Repeat Count” input box the following dropdown list will

appear:
AnNnNOuUNCEment 1 ¥
E S
7
Warhng Duration | 3
4
Wirang [nput 2
ANNoUNCEMEent b
¥
Exit 8
Announcement o
1d

12. Select the desired repeat count.
13. In the “Waiting Duration” input box type the waiting duration for the customer input

(Seconds) an example is shown below:

Waiting Duration | 10 |

14. Click the “Caller ID” input box. A dropdown list will appear with available numbers
created in the Dialplan section. (See Dialplan section for more information).

15. Click the “Transfer String” input box, type a transfer string:
(SIP/operator name used / number to be transferred)

16. In the “Answered By,” input box type the desired user’s name.

17. Click the “Diversion Code” dropdown box, type the diversion code. (Code provided
by the Telco operator, so that the customer’s actual phone number can be displayed, if

desired the Call Center Studio Development team can prepare this).
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18. In the “Email” input box, type the desired email addresses to receive notifications

regarding the transfer step of the IVR.

Select
19. If a tag is desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search
\

(LIEREN () Group Select

Customer Service

Save Close

20. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|
|CIJ xi

Collapse Group Select

Customer Service
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Note:
Expand .
Press the Expand button, , to expand the selection

Press the Collapse button, Culape , to collapse the selection

Check the Group Select Checkbox, -/ Group Select , to group select tags.
Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search

oL IEUECE (| Group Select

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

namie.

Call Center Studio User Guide October 2020 Version



CallCenter

21. Below the tag's input box, the following four checkboxes are displayed:

Woice Recording
Transfer

Busy Tone On Busy

The descriptions of these checkboxes are explained below:

Voice Recording If checked, records the IVR

Transfer Used by the Call Center Studio

Development Team (Do not check)

Busy Tone on Busy It creates a busy tone for the transferee
when the person transferred to is on the

other line.

22. Click the save button, s
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Adding Transfer to Last User Step

The step is used to transfer to the last user without switching to a different step. In cases
where the last customer representative is not active, the call is terminated if the next step is
not defined, and if defined, it is directed to the selected step. If the caller number has not been
connected to a customer representative before, if the call control is wrong, it relates to the
next step. If the call cannot be answered by the last user during the ring time, it is transferred

to the next step.

‘Add New Step v

1. Click the “Add New Step” dropdown box, , the

following list will appear:

Alias And Input
Alias Dialing
Ahas Transfer
Announcement b
Call Back

Call Notification

Caller Control

Chatbot

Cloud Text to Speech API

Conditional Routing

Dialogfiow For IVR

Extension Transher

Go o il
Hang Up

Hunt Group

Input

Internal Transfer

Join Conference L
Macro =

Add New Step v
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2. Select the “Transfer To Last User” step the following pop-up window will appear:

Step

Description

Step Type Transfer To Last User

Previous Step

Prev. Step input

Mext Step =

Next Step, if False =

Ringing Timeout

Transfer it

e Select

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. TransferToLastUser_Step

4. If desired in the “Description” input box, type a description for the step.
5. In the “Previous Step” dropdown menu, select the desired previous step. It is

recommended to link all steps after setting up the IVR.
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6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step separate [VR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. In the “Next Step if False” dropdown menu, select the desired next step. It is
recommended to link all steps after setting up the IVR.

9. In the “Ringing Timeout” input box, type the desired ringing Timeout (Seconds).

10. Do not check the “Transfer” checkbox (Used only by the Call Center Studio

Development Team).

11. If a tag is desired, click the Select button, to the right of the “Tag” input

box, the following pop-up window will appear:

Search

Collapse Group Select

Customer Service

Save Close
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12. Search for a Tag using the “Search” input box shown below:

Search
[ |

Note: Partial Tag names can be used for searching purposes all tags with the partial name will

have their name appear in red font as shown below:

Search

|'DIJ x

e EWEE [ Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Crliapes , to collapse the selection

Check the Group Select Checkbox, R et , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

Sl (| Group Select

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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13. Click the save button, s

Call Center Studio User Guide October 2020 Version



Attendants

Adding User Transfer Step

It is used to ensure that incoming calls are transferred to the selected user without being
assigned to a particular queue. For calls to arrive, the Agent does not need to switch to
"available" status, it is sufficient to have default or custom status. If the user is not in the
system at the time of the call, the call is transferred to the next step. If the next step is not

selected, the call is automatically closed by the system.

‘Add New Step v

1. Click the “Add New Step” dropdown box, , the

following list will appear:

Add New Step S

Alias And Input
Alias Dizling
Alias Transfer
Announcement L
Call Back

Call Notification

Caller Control

Chatbot

Cloud Text to Speech API

Condrtional Routing

Dialogiiow For IVR

Exiension Transier

Goto i
Hang Up

Hunt Group

Input

Internal Transfer

Join Conference ,
Macro -

Add New Step T
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2. Select the “User Transfer” step the following pop-up window will appear:
x
Step [ l
Description [ ]
Step Type [ User Transfer l
Previous Step [ v

Prev. Step Input

Mext Step

Announcement

1 v

Announcement
Repeat Count

|
|
|
|

User l Previously assigned User v]

Ringing Timeout l ]

Answered By l ]

Tag

Transfer

Auto Answer hote

Save Close

3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. UserTransfer_Step
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4. 1If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

Announcement x
ARNCUncement Call Back Request
Repeat Count Hl
Keys to Menu
whaiting Duration | Rebuy Demo Wellcome
Survey
Wirong Inpar Survey Thank you
Annocuncement Transfer
Welcome
r 1
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
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9. Click the “Announcement Repeat Count” input box the following dropdown list will

appear:

=
4

JU}'U'&-.\)UI

Announcement
Repeat Count

Whaiting Duration

Wrong Input
Announcement

Exit
Announcement

= oo
Q

10. Select the desired repeat count.

11. In the “User” dropdown list, select the desired agent to transfer to, or select previously
assigned user (used to route the call back to the agent that the customer was
previously speaking to).

12. In the “Ringing Timeout” input box, type the desired ringing Timeout (Seconds).

13. Check the “Transfer” checkbox if desired.

14. In the “Ringing Timeout” input box, type the desired ringing Timeout (Seconds).

Select
15. If a tag is desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search
i

Customer Service

Save Close
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16. Search for a Tag using the “Search” input box shown below:

Search
[ |

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|'CIJ x

e EWE [ Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection

Press the Collapse button, Coliapes , to collapse the selection

Check the Group Select Checkbox, -/ Group Select , to group select tags.

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search

SLIELE (| Group Select
Customer Service

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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17. Below the tag's input box, the following two checkboxes are displayed:

Transfer

Auto Answer

The descriptions of these checkboxes are explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

Auto Answer When transferred allows the user to answer
automatically without chafing to click the

answer button.

18. Click the save button, amii
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Adding Voicemail Step

When incoming calls are forwarded to this step, voicemails are sent to the specified email

address.

‘Add New Step

1. Click the “Add New Step” dropdown box,

following list will appear:

Add New Step . v

Alias And Input
Alias Dialing

Alias Transfer
Announcement
Call Back

Call Notification
Caller Control
Chatbot

Cloud Text to Speech API
Condrmional Routng
Dialogiiow For IVR
Exiension Transter
Goto

Hang Up

Hunt Group

It

Internal Transfer
Join Conference

'l

Macra -

.

Add New Step T

, the
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2. Select the “User Transfer” step the following pop-up window will appear:

| x

Step

Description

step Type User Transfer

Previous Step

Prev. Step input

Mext Step =

Announcement o b

Announcement 1
Repeat Count ?

User Previously assigned User v

Ringing Timeout

Answered By

Tag

Transfer

Auto Answer s

Save Close
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3. Click the “Step” input box, type the desired step name. An example is shown below:

Step 2. UserTransfer_Step

4. If desired in the “Description” input box, type a description for the step.

5. In the “Previous Step” dropdown menu, select the desired previous step. It is
recommended to link all steps after setting up the IVR.

6. Click the “Previous Step Input” input box, type a desired previous step input (Only
used if the previous step is an input step. For example, if the previous step is an input
step, separate IVR branches can be made based on the customer’s numerical input).

7. In the “Next Step” dropdown menu, select the desired next step. It is recommended to
link all steps after setting up the IVR.

8. Click the “Announcement” input box. A dropdown menu will appear with uploaded
announcements (See Announcement section for uploading an announcement), select
the desired announcement. An example dropdown menu of created announcements is

shown below:

AnNoUNCEMEnT
ANNOUNCEment Call Back Request
Repeat Count Hl
Keys to Menu
Waiting Buration | Rebuy Demo Wellcome
Survey
Wreng Input Survey Thank you
Announcement Transfer
Welcome
Note: Announcements can be listened to by clicking the following button, , located to

the right of each Announcement dropdown list.
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9. In the “Email” input box, type the desired email that the callback request will be sent
to. (Note: multiple emails can be inputted using a comma, “,” to separate them. If the
number of emails is over five, a group email is recommended to allow for successful
email delivery.)

10. In the “Input Timeout,” input box type select the timeout duration for the customer
input (Seconds).

11. Check the “Exit on DTMF input” checkbox if desired. (When selected allows the

customer to choose any number to end the call)

Select
12. If a tag is desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search

Collapse Group Select

Customer Service

Save Close
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13. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ X

S0 ELEE | | Group Select

Customer Service

Note:

Expand .
Press the Expand button, , to expand the selection

Press the Collapse button, Coliapes , to collapse the selection

Check the Group Select Checkbox, & Group Select , to group select tags.
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Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
|

SLIERECE (| Group Select

Customer Service

Customer Senvice X

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag
name.
14. If desired, click the “Custom Subject” input box type the desired subject for the
voicemail email notification.

15. Below the Custom Subject input box, the following checkboxes are displayed:

Transfer

Vioicemail Follow-
Up

Custom Body
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The descriptions of these checkboxes are explained below:

Transfer Used by the Call Center Studio

Development Team (Do not check)

Voicemail Follow-Up When checked, the following input box will

be displayed:

Voicemail Follow- |
Up Control Time

Type the desired control time. Follow-up
will be initiated after the control time has

passed.

Custom Body If checked, the custom body input box will
be displayed. Type the desired custom email

body message.

16. Click the save button, amici
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Editing an IVR

1. To edit an IVR, click the edit button, “ , located on the far right of the IVR name

after the “Call Limit” column as shown below:

Call Limit

After clicking the edit button, the IVR window will appear as shown:

@ Edit Attendant

Attendant Menu | IVR Example|

| Limit is Active

Call can be transfered in

Limit Type I

User Status After Transfer  [wrapup

Concurrent Call Limit

Inform the agent if
transferred call is hangup

Limit Multiplier | 1

Alias |

Overflow Attendant |

Credit Card

Add New Step ¥

MName Type
IVR Example_Root Root

2. Make changes as desired.

Previous Step Next Step

Add New Step

Digit

Save Close
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3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

| x]

100%
Attendant menu updated

Okay

. Okay
4. Click the Okay button, , to confirm the changes
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Editing an IVR Step

1. After opening the IVR using the “Editing an [IVR” instructions, click the edit button,

“, located on the far right of the IVR step name after the “Digit” column as shown
below:

Digit

2. Make changes as desired.

. Save
3. Click the save button,
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Deleting an IVR

1. From the Attendant Name list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

IVR Example attendant menu will be deleted permanently.

Do you want to continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted incoming chat will not be shown.
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Deleting an IVR Step

Note: The Root Step of any IVR cannot be deleted.
1. From the IVR step list within a selected IVR, click the delete button, * , to the right

of the edit button, “ . When the delete button is clicked the following pop-up will

appear:

demo.callcenterstudio.com says

Step 2 view attendant menu will remove permanently. Do

you want to continue?

Cancel .
o Select the cancel button, , to cancel the deletion.

8] 4
o Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted incoming chat will not be shown.
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Searching for an IVR Step

1. Click the “Attendant” input box, type the IVR’s name, the input box is shown below:

Attendant

Note: Partial names can be used when spelled correctly.
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Queues

The queues section is where agent queues can be created, edited, and deleted.
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Creating a Queue

1. Click the new button, + , in the top right corner the following pop-up screen will

appear as shown below:

@ Create New Queue

Queue ‘
Priority ‘ 100
Service Level (sec.) ‘ 20

Wait Time (sec.)

15

Short Call Time (sec.)

Service Level Target (%) ‘ 80 ‘

Ringing Time (sec.)

Overflow Strategy

Overflow Timeout (sec.)

Popup Options

“ J

Call Hold Music

b RN

Queue Waiting Music

Outbound Prefix

Popup ‘ v

Save Close

1. Inthe “Queue” input box, type the desired name for the queue.
2. In the “Priority” input box type the desired priority level for the queue. For example, a
queue with a priority of 100 will receive top priority for calls, whereas a lower

priority number would not.
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3. Inthe “Service Level (sec)” input box type, the desired time frame for the target
service level (answered calls/total calls) to be calculated. The default Service Level is

shown below:

Service Level (sec.) 20

4. Inthe “Service Level Target (%)” (answered calls / total calls) type, the desired
service level target percentage. (Default is 80% meaning the target is to answer 80%
of the incoming calls within the Service Level (sec) period) . The default is shown

below:

Service Level Target (%) a0

5. In the “Wait time (sec)” type, the desired wait time. (Wrap-up time frame for agent)

Wait Time (sec.) 15 ]

6. The “Short Call Duration (sec)” type the desired time used for calculating whether the

call i1s a short call or not. The default time is shown below:

Short Call Duration (sec.) 10
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7. 1In the “Ringing Timeout (sec)” type, the desired ringing timeout. The default time is

shown below:

Ringing Timeout (sec.) 30

8. In the “Overflow Strategy” dropdown box select from the following options:

Cverflow Strategy L

Route Strategy Transfer When No Available Agent
Transfer After Duration
Waiting calls threshold Transfer if wailing calls threshold exceeded.

Transfer after announcement limit,
Hangup on Timeout
M.

Overflow Timeout(sec.) /

9. In the “Overflow Timeout (sec)” type, the desired timeout time.

10. In the “Popup” dropdown box, if desired, a popup can be added to the queue (See the
Web URLs section for creating a selection for a popup).

11. In the “Popup Options” input box, select the desired popup option. (Created using
Web URLSs section of the tenant)

12. In the “Call Hold Music,” dropdown box select the desired call hold music. (Hold
music can be added upon request to the Call Center Studio Team)

13. In the “Queue Waiting Music” dropdown box, select the desired queue waiting
music. (Hold music can be added upon request to the Call Center Studio Team)

14. In the “Outbound Prefix” input box type, a unique number for the outbound prefix

(Note: can be any number combination not used on another queue outbound prefix).
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15. In the “Dialplan” dropdown box, select the desired Dialplan (See Dialplans section
for creating a dial plan).
16. Below the “Dialplans” dropdown box, the following checkboxes can be selected.

Their definitions are listed below:

Default When selected, the agent has to choose the

answer button to answer the call.

Auto Answer When selected, the agent does not have to
click the answer button; the call is auto

answered.

Tell Queue Order When selected, the queue order of the caller
is announced in the queue every few

seconds.

Save
17. Click the save button, . The following pop-up window will appear:

10094
The new queue is created

Okay




Queues

Okay
18. Click the okay button, , the newly created queue will be found in the

queue list.
(Note: For more advanced queue settings see below, Editing a queue section for more

information)
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Editing a Queue

1.

After clicking the edit button, the queue window will appear as shown:

Default

X

after the “Default” column as shown below:

To edit a queue, click the edit button, “, located on the far right of the IVR name

Settings Users

Abandon Call Tracking

Queue Notifications

Transfer

Chat

m Edit Queue

Queue

Priority

Service Level (sec.)
Service Level Target (%)
Wait Time (sec.)

Short Call Duration (sec.)
Ringing Timeout (sec.)
Overflow Strategy

Route Strategy

Waiting calls threshold

Overflow Timeout(sec.) /
Ann. Limit

Alias

‘ Example

‘ 100

‘20

Save Close

The following tabs listed at the top of the pop-up window are explained in detail below:
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Settings Tab

1.

2.

In the “Queue” input box, type the desired name for the queue.

In the “Priority” input box type the desired priority level for the queue. For example, a
queue with a priority of 100 will receive top priority for calls, whereas a lower
priority number would not.

In the “Service Level (sec)” input box, type the desired time frame for the target
service level (answered calls/total calls) to be calculated. The default Service Level is

shown below:

Service Level [sec.) 20

In the “Service Level Target (%)” (answered calls / total calls) type, the desired
service level target percentage. (Default is 80% meaning the target is to answer 80%
of the incoming calls within the Service Level (sec) period) . The default is shown

below:

Service Level Target (%) 80

In the “Wait time (sec)” type, the desired wait time. (Wrap-up time frame for agent)

Wait Time (sec.) 15 ]
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6. The “Short Call Duration (sec)” type the desired time used for calculating whether the

call is a short call or not. The default time is shown below:

Fa

Short Call Duration (sec.) 10

%,

7. In the “Ringing Timeout (sec)” type, the desired ringing timeout. The default time is

shown below:

Ringing Time (sn) 30
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8. In the “Overflow Strategy” dropdown box, select from the following options:

Overflow Strategy

Route Strategy

Waiting calls threshold

Transfer When Mo Available Agent
Transfer After Duration

Transler if wailing calls threshold exceeded.
Transfer after announcement limit,

Overflow Timeout(sec.) / ,E__i'?ﬂgﬂp on Timeout

The following overflow strategies are explained in detail below:

Transfer When No Available Agent

Transfers when no available agent is

available.

Transfer After Duration

Transfers call after duration.

Transfer if the waiting calls threshold

exceeded.

Transfers waiting calls if the threshold is

exceeded.

Transfer after the announcement limit.

Transfers call after the announcement limit.

Hangup on Timeout

Hangup calls after the timeout.
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9. In the “Route Strategy” dropdown box, select from the following options:

Route Strategy | FIFO v

Waiting calls threshold FIFD
LIFO

The following overflow strategies are explained in detail below:

FIFO

Calls are held in the queue and answered

based on a First In First Out strategy.

LIFO

Calls are held in the queue and answered

based on a Last In First Out strategy.

10.

11.

12.

13.

14.

15.

In the “ Waiting Calls Threshold” input box, type the desired waiting calls threshold.
In the “Overflow Timeout(sec.) / Ann. Limit” input box, type the desired input.

In the “Alias™ input box, if desired, an alias number (extension) can be assigned to the
queue.

In the “Popup” dropdown box, if desired, a popup can be added to the queue (See the
Web URLs section for creating a selection for a popup).

In the “Popup Options” input box, type the desired popup option.

In the “Ringing Trigger” dropdown box, if desired, a popup can be added to the queue

as a ringing trigger (See the Web URLSs section for creating a selection for a popup).
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16. In the “No Answer Trigger” dropdown box, if desired, a popup can be added to the
queue as a no answer trigger (See the Web URLs section for creating a selection for a
popup).

17. In the “Hangup Trigger” dropdown box, if desired, a popup can be added to the queue
as a hangup trigger (See the Web URLSs section for creating a selection for a popup).

18. In the “When Call Enters Queue” dropdown box, if desired, a popup can be added to
the queue. When the call enters the queue it would be triggered (See the Web URLs
section for creating a selection for a popup).

19. Below the “When Call Enters Queue” dropdown box, the following checkboxes can

be selected:

Trigger Popup As Service

Open In The Same Popup

Send Popup Event

The checkbox descriptions are defined below:

Trigger Popup As Service This setting is used when the CRM is not

browser-based.

Open in The Same Popup Opens pop-up in a new tab.

Send Popup Event Sends all pop-ups from the queue to the

browser as an event message.
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20. In the “Call Hold Music,” dropdown box select the desired call hold music.

21. In the “Queue Waiting Music” dropdown box, select the desired queue waiting for
music.

22. In the “Outbound Prefix” input box, type the desired outbound prefix. (Can be any
number, but the same number cannot be used in different queues)

23. The following checkboxes can be selected if desired. They are explained below:

Default Makes the queue the default queue when
checked.
Auto Answer When checked, during an incoming call, the

agent does not have to select “Answer” to

be connected with the customer.

24. In the “Auto Answer Delay(sec)” dropdown box, if the “Auto Answer” checkbox is
checked, select the desired time delay for the auto-answer.

25. Check the “Tell Queue Order” checkbox if desired. (Tells the customer there queue
number)

26. In the “Tell Queue Order Repeat Period(s)” input, if the “Tell Queue Order” checkbox
was checked, type the desired time in seconds for the queue number to be repeated to

the customer.
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27. In the “Upper Limit For Queue Order” input box, if the “Tell Queue Order” checkbox
was checked, this input box allows an upper limit to be placed on the queue order. For
example, 60 customers could be waiting in a queue, but if the “Upper Limit For
Queue Order” number is 20, the max number that will be announced to the customer
will be 20.

28. In the “Wrapup Codes” dropdown box, a wrapup code can be selected as a default for
each call within the queue, if desired.

29. Below the “Wrapup Codes” dropdown box, the following checkboxes can be selected.

They are explained below:

Ask Wrapup Code If checked, a pop-up window will appear,
allowing the agent to select a wrapup code

for the call.

Do Not Ask Wrapup Code For Unanswered | If check, the wrapup code pop-up window
Outgoing Calls will not appear for unanswered outgoing

calls.

30. In the “Location” dropdown box, if locations were created, a location can be selected
for the queue. (See more information in the “Location” section)
31. If desired, the “Play Agent Announcement On Call Connected” checkbox can be

selected, which will play the Agent Announcement on the connected call.

32. Once the desired changes have been made, click the “Save” button, Save
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Users Tab

Adding a User to a Queue

1. Click the “Add User” input box, a dropdown list will appear with active users. An

example is shown below:

Add User:
Add

Harold Kirk =

Jared Walter
John Smith
Keyon Sweeney ]
Khloe Bond

Maggie Mccarty

Natalia Carter

Paul Baker

Sheldon Warren =

2. Use the scroll bar or directly type the user’s name, then click the desired user. An

example is shown below:

Add User:
» John Smith || Add

Cole Melendez =

fatihcan

Gerald Blanchard
Harold Kirk ]
Jared Walter

Keyon Sweeney

Khioe Bond

Maggie Mccarty

Natalia Carter ¥
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Note: Multiple users can be selected, as shown above, before adding them to the queue. To

deselect a user, simply click the X, * , to the left of the user’s name.

3. Click the “Priority” input box located to the right of the “Add User” input box, type
the desired priority level. For example, a user with a priority of 100 will receive top
priority for calls, whereas a lower priority number user would not. This feature is

primarily used for skills-based routing.

4. After the desired user(s) have been selected, click the add button, o . The

following pop-up window will appear showing the added users:

@ John Smith added to queue.

Okay

5. Click the okay button, ey . The added user will appear in the user list, as
shown below:
User Name
User Name Status Priority
John Smith notanswering 100 a
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Note:

The priority Level for the user can be adjusted by clicking the “Priority” input box, located

to the right of the user’s status in the User Name list.

A user can be deleted From the User Name list by clicking the delete button, * , located to

the right of the user’s priority level. When the delete button is clicked the following pop-up

will appear:
demo.callcenterstudio.com says
John Smith user will be removed from the queue. Do you
want to continue?
Cancel oK
Cancel _
o Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted user will not be shown.
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Adding a Team to a Queue

1. Click the “Add Team” input box. A dropdown list will appear with active teams. An

example is shown below:

User Name
User Name Status Priority
John Smith notanswering 10(} =

| Add
Alpha
Ban : Delete

2. Use the scroll bar or directly type the team’s name, then click the desired team. An

example is shown below:

User Name
User Name Status Priority
John Smith notanswering 100 e
» Alpha Add
Select teams Delete

Note: Multiple users can be selected, as shown above, before adding them to the queue. To

deselect a user, simply click the X, * , to the left of the user’s name.
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3. After the desired team(s) have been selected, click the add button, haa . The

following pop-up window will appear showing the names of the team members that

have been added as shown below:

@ Sheldon Warren, Gerald
Blanchard added to queue.

Okay

. Oka . . .
4. Click the okay button, ¥ The added users will appear in the user list, as
shown below:
User Name
User Name Status Priority
Gerald Blanchard available :1-00 e
Sheldon Warren logoff 100 s
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Note:

The priority Level for the users can be adjusted by clicking the “Priority” input box, located

to the right of the user’s status in the User Name list.

A user can be deleted From the User Name list by clicking the delete button, * , located to

the right of the user’s priority level. When the delete button is clicked, the following pop-up

will appear:
demo.callcenterstudio.com says
John Smith user will be removed from the queue. Do you
want to continue?
Cancel oK
Cancel ,
o Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted user will not be shown.
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Removing Users by Team from a Queue

1. Click the “Remove Users By Team:” input box, a dropdown list will appear with

active teams. An example is shown below:

Remove Users By Team:
| Delete

Alpha

Beta

2. Use the scroll bar or directly type the team’s name, then click the desired team. An

example is shown below:

Remove Users By Team:
x Alpha | | Delete

Delete
3. After the desired teams have been selected, click the delete button, , The

following pop-up window will appear showing the deleted users:

©@ Sheldon Warren, Gerald
Blanchard deleted from queue.

Okay
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4. Click the okay button, Oy . The removed users will be removed from the User

Name List.
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Notifications Tab

The notifications tab is used to disseminate notifications to agents based on Waiting Call or

Agent thresholds being exceeded.

Note for any queue notification to occur using either the Waiting Call Notification or Agent

Ready Notification, the Active checkbox, Active , must be checked. It is located to the

right of each notification title, as shown below:

~ Waiting Call Active

~ Agent Ready Active

Waiting Call Notification

1. Click the chevron, * , located to the left of “Waiting Call,” the selection will

expand as shown below:

| Seltir}gs | Users | Queue Notif Transfer Chat Abandon Call Tracking

~ Waiting Call Active

Notification Threshold

Send Message to Users

Target Users

Webhook

Webhook URL

Resend Notification Cooldown Period Min

~ Agent Ready Active

| Save |

Save Close
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2. Click the “Notification Threshold” type the desired number of waiting calls until the
notification occurs.

3. Ifdesired, click the “Send Message to Users” checkbox. (If checked, the agents will
receive a notification regarding the waiting call threshold.

4. If the “Send Message to Users” checkbox is checked, the Target Users dropdown box
can be clicked to choose which users to send the notification to. The following image

shows the dropdown box options:

Target Users

Webhook All Queue Agents
All Agents Except Talking
Only ACW Agents

5. Select the desired option.

6. A webhook can be added to the waiting call notification. Check the “Webhook”

checkbox, as shown below:

Webhook Ld

7. After the “Webhook” checkbox is checked, click the “Webhook URL” dropdown
box, a list of available Webhook URL options is available (For creating additional
options see the “Web URL” section).

8. In the “Resend Notification Cooldown Period” input box, type the desired time for the

cooldown period (minutes).
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I Save |

9. After Desired changes have been made, click the save button,

, the following

pop-up window will appear:

x ‘

Motification settings were successfully
saved.

Okay

10, Click the Ok button, Y
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Agent Ready Notification

1. Click the chevron, * , located to the left of “Agent Ready,” the selection will

expand as shown below:

| Settings | Users | Queue Nofifications | Transfer | Chat | Abandon Call Tracking
~ Waiting Call Active
~ Agent Ready Active [

Notification Threshold

Send Message to Users

Target Users | b
Webhook
w | ’
ebhook URL
Resend Notification Cooldown Period - | Min
| save |

Save Close

2. Click the “Notification Threshold” type the desired number of waiting calls until the

notification will occur.

3. Ifdesired, click the “Send Message to Users” checkbox. (If checked, the agents will

receive a notification regarding the waiting call threshold.
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4. If the “Send Message to Users” checkbox is checked, the Target Users dropdown box
can be clicked to choose which users to send the notification to. The following image

shows the dropdown box options:

Target Users |

Webhook All Queue agents
All Agents Except Talking
Only ACW Agenis

5. Select the desired option.

6. A webhook can be added to the waiting call notification. Check the “Webhook”

checkbox, as shown below:

Webhook Ld

7. After the “Webhook” checkbox is checked, click the “Webhook URL” dropdown
box, a list of available Webhook URL options is available (For creating additional
options see Web URL section).

8. In the “Resend Notification Cooldown Period” input box, type the desired time for the

cooldown period (minutes).
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I Save |

9. After Desired changes have been made, click the save button,

, the following

pop-up window will appear:

x ‘

Motification settings were successfully
saved.

Okay

10, Click the Ok button, Y
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Transfer Tab

The transfer tab is used to add direct user’s lines using a transfer string to the queue (If the

overflow strategy is set for transfer).

Adding a Transfer

1. Click the Add button located in the top right-hand corner of the transfer tab. + . The

following pop-up will appear:

@ Transfer Option
!l\lame )
| )
Tl'ransfer String )
\_, J
Active

Save Close

2. Click the “Name” input box, type the name of the person that the call will be
transferred to.

3. Click the “Transfer String,” type a transfer string using the following format:

SIP/Gateway Name/transfer phone number

4. Select “Active.”

5. Click the save button, Save
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Editing a Transfer
1. Click the edit button, “ , located to the far right of the transfer name.

2. Make the necessary changes.

3. Click the save button, Save

Deleting a Transfer

1. From the Transfer name list, click the delete button, * , to the right of the edit button,

“ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

John Smith view transfer option will be deleted. Do you

want to continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted transfer will not be shown.
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Chat Tab

The chat tab is used to enable the chat feature for the queue, and to manage the ringing

timeout setting.

1. To enable chat, check the “Enable Chat” checkbox, as shown below:

Enable Chat L

2. Click the “Ringing Timeout” input box, type the desired ringing timeout (seconds).

The default is shown below:

on

Ringing Timeout 1

3. Click the save button, located under the “Ringing Timeout” input box. The following

pop-up window will appear:

Chat settings saved successfully.

Close

4. Click the close button, Gl
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Abandon Call Trafficking Tab

The abandoned call trafficking tab is used to enable tracking of abandoned calls and to

manage the tracking method.

1. To enable abandon call trafficking, check the “Enable Abandon Call Tracking” input

box, as shown below:

Enable Abandon Call s}
Tracking

2. Click the “Tracking Method” dropdown box. The following selections can be made:

Tracking Method T

Control Time Call Back The Same Day
Call Back In X Minutes

Note: If “Call Back The Same Day” was selected. No further settings need to be adjusted.

Save
Simply click the save button, , located under the “Control Time” input box.

3. If “Call Back In X Minutes” was selected, click the “Control Time” and input the “X”

value (minutes). An example is shown below:

Control Time 10
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Save
4. Click the save button, , located under the “Control Time” input box. The

following pop-up window will appear:

Abandoned Calls settings saved successfully.

Close

5. Click the close button, ik
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Deleting a Queue

1. From the Queue Name list, click the delete button, * | to the right of the edit button,

“ . When the delete button is clicked, the following pop-up will appear:

demo.callcenterstudio.com says

Example queue will be deleted permanently. Do you want

to continue?

e Select the cancel button, el , will cancel the deletion.

8] 4
o Select the OK button, - will confirm the deletion.
2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted queue will not be shown.

Searching for a Queue

1. Click the “Queue” input box, type the queue’s name. The input box is shown below:

Quele

Note: Partial names can be used when spelled correctly.
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@

Campaigns
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Adding a Campaign

1. Click the add button, + , located on the top right corner of the screen. The

following pop-up will appear:

Step 1: Campaign

Campaign Name :
Campaign Type :

IVR Menu :

Queues :

Scripter

Dialplan

Contact Rate :

Maximum Effort :
Maximum Attempts :
Speed (it is necessary for IVR Campaign) :
Maximum Daily Attempts :
Maximum Schedule Days ;
Start Date :

Finish Date :

Start Time :

Finish Time :

Ringing Timeout :

Reserve Agent Count :

clojojo|o|o

21

1. Click the “Campaign Name” input box, type the desired campaign name. An example

i1s shown below:

Campaign Name :

Test
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2. Click the “Campaign Type” dropdown box the following selections will appear:

Campaign Type : w
IVR Menu :

Queues :

Predictive

Scripter
Dialplan VR

Cnntact Pata -

Predictive A campaign that uses the scripter and agents
answer outbound calls performed by the
campaign’s assigned dialer. For progressive

dialers, predictive should be selected, and

the default speed should be 1.

IVR A campaign that makes calls answered by

the IVR.

3. Select “Predictive” or “IVR” whichever is desired

4. Click the “Queues” dropdown menu, select the desired queue (Note: only used for a
predictive campaign).

5. Click the “Scripter” dropdown menu, select the desired scripter. (Used as agent’s
script when performing the campaign).

6. Click the “Dialplan” dropdown box, select the desired dialplan.

7. Click the “Contact Rate” input box. The contact rate is set up by default fora 1 to 1

delivery ratio. However, it can be customized if desired.
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8. Click the “Maximum Effort” input box type the desired amount of redials for reached
contacts.

9. Click the “Maximum Attempts” input box, type the desired amount of redials for the
campaign contacts.

10. Click the “Speed (it is necessary for [IVR Campaign)” input box. This value is
multiplied by available agent count in the campaign queue. Max value is 5 for
Predictive, and 10 for IVR. For small scale operations, the default value is
recommended. Type the desired value.

11. Click the “Maximum Daily Attempts” input box, type the daily redial limit.

12. Click the “Maximum Schedule Days” input box, type the maximum schedule days.

13. Click the “Start Date” input box, which indicates the start date of the campaign. Click
on the rectangular bar beside the start date column, and a calendar will popup. Choose

the preferred dates on the calendar, as shown below:

Su Mo Tu We Th Fr Sa

7 8 9 100 11| 12( 13
14| 15| 16 17|| 18| 19| 20
21| 22( 23 24| 25| 26| 27
28| 29| 30

2020-06-29
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14. Click the “Finish Date” input box, which indicates the end date of the campaign.
Click on the rectangular bar beside the finish date column, and a calendar will popup.

Choose the preferred dates on the calendar, as shown below:

Su Mo Tu We Th Fr B5a

3 1 Z 3 4 5 -]
7 8 9 10 11 1Z| 13
14| 15| 16 17| 18| 19| 20
21| 22 23 24| 25| 26| 27
28| 29| 30 i i 3 4

2020-06-20

15. Click the “Start Time” input box, which signifies the predetermined time for the

campaign to start. The time is set, as shown below:

02:00:00
01:30:00 =
02:30:00
03:00:00
03:30:00
04:00:00
04:30:00 ~
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16. Click the “Finish Time” input box, which indicates the predetermined time to end a

campaign. The time is set, as shown below:

02:30:00
02:00:00 -
03:00:00
03:30:00
04:00:00
04:30:00

17. Click the “Ringing Timeout” input box, type the desired timeout (ringing timeout is in
seconds and can be adjusted).

18. Click the “Reserve Agent Count” input box, which is set as shown below (The
number of reserve agents on the campaign, for example, there are 20 available agents,
if the reserve agent count is 5, 15 agents will receive dialer calls based on the

campaign.

Reserve Agent Count :

=1
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19. Click the Next button, “ The following screen will be displayed:

Step 2: Dialing Rules

Phone Profile -

Maximum Daily Attempts : 0
Maximum Attempts - o
Busy : o
No Answer : 0
Abandon : 0
Invalid Number - o
o

Answering Machine :

Call Rules
Enter the phone dialing
rules according to their

type

Home
Home
Home
Home

Home

AR HE N R |

Previous Finish

20. Click the “Profile Name” input box, which indicates the profile name of the

campaign. It is selected by clicking on the blank space beside the profile name bar

shown below (Note: At least one profile type needs to be filled out completely to

finish creating the campaign):

Home

Mobile

Business

1 Custom
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21. Click the “Maximum Daily Attempts” input box, representing the number of redial
attempts in a day.
22. Click the “Maximum Attempts” input box, representing the overall number of redial

attempts of the campaign.

The following delays are based in seconds (steps 4-8). For example, if a busy tone is reached,
and if “4” was inputted in the busy tone input box. Then, there will be a 4-second delay

before the next call is made.

Click the “Busy” input box, which is set, as shown below:

Busy : 4

Click the “No Answer” input box which is set as shown below:

Mo Answer : i

Click the “Abandon” input box, which is set, as shown below:

Abandon : 4

Click the “Invalid Number” input box which is set as shown below:

Invalid Mumber : 5

Click the “Answering Machine” input box, which is set, as shown below:

Answering Machine : 6
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23. To finish setting up the campaign, click on the finish button, m The

following pop-up will appear:

Campaign has been created
successfully

Okay
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ploading Campaign Contact List

1. Click on the upload button, located to the right of the desired campaign name.

The following pop-up window will appear:

& Import Campaign List

Contact List | 1
Upload : | Choose File | No file chosen

| Upload |

¥ICheck phone number uniqueness| CEhce: Sy DUpRcaies. 2

& Imported Lists

c

Status List Name List Status Upload By Mumber of Rows Completed Data Remaining data Remove List Dialing Rule

>

2. Click the “Contact List” input box, type the desired contact list name.
3. Data to be uploaded should be in .CSV format. Create a file using the instructions
below:

A. Write your contact list in an excel sheet, as shown below.

Home Insert Draw Page Layout Formulas Data Review View

n & A 4w = 2. b EH insert v >v A
| ~ Calibri (Body) v 12 AT A = = B T v FlR General v ~ v ~ ? - -
[ B g v | B | 204
Paste o i S = = = = 3= =i = v O <0 .o Conditional Format Cell = Sort& Find &
g B L — - = e = = = E’ 2 L] Formatting as Table Styles E;ﬁ Format v X v Flter Select
H19 . fx
A B c 1] E F G H I 1 K L M N o P a R
1 Name Company  Email Birthdate National ID Customer ID Gender Mobile Home Phone Work Phone Other Phone Home Addre Work Addres Custom
2 JohnSmith Call Center 5 jehnsmith@  7.05.1985 123456789 123456789 Male 1737 21298 66 44 129 550 0000 12109 Lake Stone Dr Austin, TX 78738
3 Anna Terry Call Center S anna.terry@: 20.03.1990 123456789 123456789 Female 1737 212 98 66 44 129 550 0000 12109 Lake Stone Dr Austin, TX 78738
4
5
6
7
8
9
10
1
12
13
14
15
16
17
Call Center Studio User Guide October 2020 Version



nGer

Campaigns

B. Go to “File> Save as” and save it in a .CSV UTF-8 Format, as shown below.

Save ﬂ.s:_lCcntact Listi [

Tags:

Excel Workbook (.xlsx)
Where:

Excel 97-2004 Workbook (.xls)
Online Locations File Form: + CSV UTF-8 (Comma delimited) (.csv) ’
Web Page (.htm)
Excel Template (.xltx)
Excel 97-2004 Template (.xIt)
PDF

Excel Macro-Enabled Workbook (.xlsm)
Excel Binary Workbook (.xlsb)

6780 Female 17372129866 4 Single File Web Page (.mht)
Excel Macro-Enabled Template (. xltm)
Tab delimited Text {.txt)
UTF-16 Unicode Text (.txt)
Excel 2004 XML Spreadsheet (.xml)
Microsoft Excel 5.0/95 Workbook (.xls)
Comma Separated Values (.csv)
Space Delimited Text (.prn)
Macintosh Formatted Text (.txt)
MS-DOS Formatted Text (.txt)
Macintosh Comma Separated (.csv)
MS-DOS Comma Separated (.csv)
Data Interchange Format (.dif)
Symbolic Link (.slk)
Excel Add-in (.xlam)
Excel 97-2004 Add-in (.xla)
Strict Open XML Spreadsheet (.xlsx)
OpenDocument Spreadsheet (.ods)

4. Click the “Choose file” button, Choose File and select the saved file as described

above in a .CSV UTF-8& format.

Note: It is possible to track the data and observe whether it has been completed or
not. Furthermore, another list can be loaded to the same campaign. It must be kept in
mind that there should not be duplicate telephone numbers in the second list. If so,
this case will come back as overlapping. To avoid this, check the “Check phone

)

number uniqueness” and select “Cancel Only Duplicates.’
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5. Click the upload button. The following pop-up window will appear:

100%
File Uploaded

Okay

6. Click the Okay button. The following selection will appear in the pop-up window:

Startup Phone Profile ;| v

Email [ v v
Name PR v
Company e v
Birthdate 7] v
Home ' v v
Business [ 7] v
Mobile I v
Other T v
' Add

7. Click the “Startup Phone Profile,” select the desired start-up phone profile for the

campaign (Which phone profile will be called first).
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8. Match the uploaded date on the left side of the screen with the dropdown list

selections (Note: See the “Adding Custom Field Name” section for creating more

dropdown selections):

Startup Phone Profile | Mobile |

Email | Email v v
Name Name v v
Company |'Unique D~ v
Birthdate | M v
Home | v v
Business L v v
Mobile |Phone  v| Mobile v
Other [ v v
[

9. Click the Add button, Add , the following pop-up window will appear:

| *® |

© Upload time changes by data row
count

Okay

10. Click the Okay button, Y the newly uploaded list will be displayed as

shown below:

Status List Name List Status Upload By Number of Rows Completed Data Remaining data Remove List Dialing Rule
& LeadList Sheldan 0 o o|LX +
Warren

4
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Note: To delete a list, click the delete button, X , to the right of the desired lead list located

in the Remove List column.

1. When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Lead List campaign will be permanently deleted. Do you

want to continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “
The screen will reload, and the deleted list will not be shown.

Additional Note: Each lead list within a campaign can have separate dialing rules. If desired,

click the Plus button, * , located to the right of the desired lead list in the Dialing Rule

column. (See the Dialing Rules Tab section, to set dialing rules).
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Recycling a Campaign Contact List

After a campaign is finished, the campaign list can be reused according to the finish code

assigned to each contact. This feature is used to avoid re-adding lists into the campaign.

1. Click on the recycle button, located to the right of the desired campaign name.

The following pop-up window will appear:

@ Identify Campaign Criterias

Campaign List

Campaign Finish Codes

Start Date ‘ ‘

Finish Date ‘ ‘

Load Close

2. Click the “Campaign List” dropdown menu, choose the desired contact list in the
campaign.

3. Click the “Campaign Finish Codes” dropdown menu, choose the desired finish code
to reuse.

4. Click the “Start Date” input box, choose the desired start date to filter the finish code.

5. Click the “Finish Date” input box, choose the desired finish date to filter the finish

code.
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6. Click the Load button, oo . The following pop-up window will appear:

|
x |

100%
Data loading process takes place between 1-10 min.

Okay

kay

7. Click the Okay button, . The new list will appear under the campaign

uploaded lists section.
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Starting a Campaign

1. Click the start button, located to the right of the desired campaign name (Start /

Stop Campaign Column).

Stopping a Campaign

1. When the campaign is running, click the stop button, . The following pop-up

window will appear:

Campaign stopped.

Okay

2. Click the Okay button, &Y
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Click the edit button, , located to the far right of the campaign name the following

screen will appear:

Campaign Options Dialing Rules Finish Codes Contact Notifications
Announce

@ Edit Campaign

Campaign ID : ahRzfm11lc3RIcmkiaGlebWW0OhC
Campaign Name : test
Campaign Type : Predictive v
IVR Menu : .
Queue : inbound v
Scripter v
Dialplan v
Maximum Effort : 2 i
Maximum Call : 2 i
Default Speed : 3 1* Max : 10
Auto Speed : o i
Ignore auto speed for fresh records : i
Daily Number Dialing Limit : 0 i
Reservation Duration : 0
Check For Blacklist : i
Route Strategy : | M
Start Date : 2020-01-29
Finish Date : 2022-01-31
Start Time : 09:30:00
Finish Time : 18:00:00
Ringing Timeout : 21,
Reserve Agent Count : 0 i
Days of week : _IMonday

I Tuesday

| Wednesday

_Thursday

CIFriday

_ISaturday

ISunday

Weekly Custom Time :

Save |
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Campaign Options Tab

Click the “Campaign Name” input box, type the desired campaign name. An example

i1s shown below:

Campaign Name : Test

2. Click the “Campaign Type” dropdown box the following selections will appear:

Campaign Type : w
IVR Menu :

Queues :

Predictive

Scripter
Dialplan VR

Cnntact Pata -

Predictive A campaign that uses the scripter and agents

answer outbound calls performed dialer
assigned to the campaign. For progressive
dialers, predictive should be selected, and

the default speed should be 1.

A campaign that makes calls answered by

the IVR.

3. Select “Predictive” or “IVR” whichever is desired.

4. Click the “Queues” dropdown menu, select the desired queue (Note: only used for the

predictive campaign).
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10.

11.

12.

13.

Click the “Scripter” dropdown menu, select the desired scripter. (Used as agent’s
script when performing the campaign).
Click the “Dialplan” dropdown box, select the desired dialplan.
Click the “Contact Rate” input box. The contact rate is set up by default fora 1 to 1
delivery ratio. However, it can be customized if desired.
Click the “Maximum Effort” input box type the desired amount of redials for reached
contacts.
Click the “Maximum Attempts” input box, type the desired amount of redials for the
campaign contacts.
Click the “Speed (it is necessary for [VR Campaign)” input box. This value is
multiplied by available agent count in the campaign queue. Max value is 5 for
Predictive, and 10 for IVR. For small scale operations, the default value is
recommended. Type the desired value.

Or
The “auto speed” checkbox can be selected, which is based on the amount of
previously available agents.
The "Ignore auto speed for fresh records” checkbox can be selected, which ignores
the auto speed for newly added contacts.
Click the “Daily Number Dialing Limit” input box, type the daily number dialing
limit.
Click the “Reservation Duration” input box, type the reservation duration (seconds).
Check the “Check for Blacklist” checkbox if desired (checks the numbers to see if it

is blacklisted before making the call).
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14. Click the “Maximum schedule days” input box, which signifies the campaign’s
intended number of days. Type the desired number of days.

15. Click the “Start Date” input box, which indicates the start date of the campaign. Click
on the rectangular bar beside the start date column, and a calendar will popup. Choose

the preferred dates on the calendar, as shown below:

Su Mo Tu We Th Fr Sa

1 2 3 4 5 ]

7 8 9 101 11 12| 13
14| 15| 16 17| 18| 19| 20
21| 22( 23 24| 25| 26| 27
28| 29| 30 E i ] -

2020-06-29

16. Click the “Finish Date” input box, which indicates the end date of the campaign.
Click on the rectangular bar beside the finish date column, and a calendar will popup.

Choose the preferred dates on the calendar, as shown below:

Su Mo Tu We Th Fr Sa

1 2 3 4 5 ]

7 8 9 100 11| 12| 13
14| 15| 16 17| 18| 19| 20
21| 22| 23 24| 25| ‘26| 27
28| 29

Led
- ]

2020-06-30
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17. Click the “Start Time” input box, which signifies the campaign’s preferred time to

start. The time is set, as shown below:

02:00:00
01:30:00 =
02:30:00
03:00:00
03:30:00
04:00:00
04:30:00 ~

18. Click the “Finish Time” input box, which indicates the predetermined time to end a

campaign. The time is set, as shown below:

02:20:00
02:00:00 =
03:00:00
03:30:00
04:00:00
04:30:00

19. Click the “Ringing Timeout” input box which is set as shown below (ringing timeout

is in seconds and can be adjusted):
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20. Click the “Reserve Agent Count” input box, which is set as shown below (The
number of reserve agents on the campaign, for example, there are 20 available agents,
if the reserve agent count is 5, 15 agents will receive dialer calls based on the

campaign.

=3

Reserve Agent Count :

21. Under agent count the days of the week are shown, check the desired days for the

campaign to run, or check “Custom Time” and the following selections will appear:

Monday
Tuesday
Wednesday
Thursday |
Friday
Saturday
Sunday

22. Complete the custom time chart if desired. (Note: the custom time plan is not affected

by previous dates and times inputted above).

23. Click the save button, Save .
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Dialing Rules Tab

Dialing rules are created to set specific dialing rules based on the number profile.

Click the Dialing Rules tab, ~Dialing Rules

. The following screen will appear:

|

Campaign Options Dialing Rules
Contact Notifications Announce

Finish Codes

@ Dialing Rules

Phone Profile | Home v |

Daily Dialing Limit: |0

Total Dialing Limit: |0

Reason Delay / Profile Do not call again
Busy : 0 Home &
No Answer : 0 ‘Home @
Abandon : iU Home ~ L
Invaild Number: |0 Home v O

Answering Machine 30

Home v

Save

1. Select the desired Phone Profile as shown below (Note: this can be done for each

phone profile):

Phone Profile | Home v

Draily Dialing

Total Dialing Li

Heason

Mobile
Business
Custom

2. Inthe “Daily Dialing limit,” input box type the desired daily redialing limit for each

contact.
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3. Click the “Total Dialing limit” input box. Type the desired campaign total redialing
limit for each contact.
The following delays are based in seconds (steps 4-8). For example, if a busy tone is reached,
and if “4” is inputted in the busy tone input box. Then, there will be a 4-second delay before
the next call is made. (Note: the “Do not call again” checkbox can be selected based on what
occurred during the call).
4. Click the “Busy” input box, type the delay time in seconds until the next call will be
dialed.
5. Click the “No Answer” input box, type the delay time in seconds until the next call
will be dialed.
6. Click the “Abandon” input box, type the delay time in seconds until the next call will
be dialed.
7. Click the “Invalid Number” input box, type the delay time in seconds until the next
call will be dialed.
8. Click the “Answering Machine” input box, type the delay time in seconds until the

next call will be dialed.

9. Click the save button, Save
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Finish Codes Tab

Finish codes can be created to organize the campaign and to organize the contacts based on

what occurred during the call.

Click the Finish Codes tab, Finish Codes  The following screen will appear:

1. Click the “Reason Code” dropdown box. The following dropdown menu will appear:

Reason Code : v
Finish Code ;

Succesful :
Save | Compleled
Number Deleted

Reason Code d I
Invalid Call

Scheduled

2. Select the desired reason code.
3. Click the “Finish Code” input box, type the desired finish code.
4. If the Finish Code is created for a successful contact, select the “Successful”

checkbox.

5. Click the save button, Save , the following screen will appear:

xJ

@ Finish Code added successfully

Okay

Okay

6. Click the okay button, , the newly created Finish Code will be added to the

Finish Code list.
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Editing a Finish Code

1. Click the edit button, “ , located to the far right of the finish code name.

2. Make the necessary changes.

3. Click the save button, Save

Deleting a Finish Code

1. From the Finish Code name list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Succesful finish code will be permanently deleted. Do you

want to continue?

Cancel
o Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted finish code will not be shown.
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Contact Notifications Tab

Contacts notifications can be added to a CRM via a webhook using this tab.

1.

2.

If desired, check the “Contact Webhook Enabled” checkbox.
Click the “Contact Webhook URL” and input the URL.

If desired, check the “Call Result Webhook Enabled” checkbox.
Click the “Call Result Webhook URL,” and input the URL.

After the desired additions have been made, click the save button, Save .

Announce Tab

Announcements used during the campaign can be added here.

l.

Click the “Announcement” dropdown box, select the desired announcement (Note:
additional announcements can be added in the announcements section).

Click the “Announcement Repeat Period (Second)” type the desired time duration in
seconds.

If desired, the “Instantly Play Once When Call Answered” checkbox can be checked
to play the announcement once the call is answered.

After the desired additions have been made, click the save button, Save
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Deleting a Campaign

\
1. From the Campaign list, click the delete button, N , to the right of the edit button,

" When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Chat will be deleted Do you want to continue?

Cancel
o Select the cancel button, , to cancel the deletion.

o Select the OK button, “ to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted campaign will not be shown.
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Adding Custom Field Name

When uploading a contact list for a campaign, Unique ID, Email, Name, and Phone are the

default input field for the selection as shown below:

Email ! T
Mame :
Company E;:Z:TE D
Birthdate Name

Home Phone

If desired, additional fields can be created to match additional information uploaded in the
Call Center Studio system. For Example, Company is an uploaded field from the created
.CSV file. Once, a custom field is created the dropdown selection will also have Company

listed so that they can be matched as shown below:

Email ! v
MName :

Unique 1D
LTy Email
Birthdate Name
Home Phone
Business Company

Call Center Studio User Guide October 2020 Version



Campaigns

=
1. From the Campaign list, click the custom field button, =] , to the right of the delete

button, © * . When the delete button is clicked the following pop-up will appear:

Istom field name Add

Field Name

Close

2. Click the “Custom field name” input box, type the desired custom field name.

Add

3. Click the Add button, . A created example is shown below:

Field Name

Note: To delete the custom field name, click the “Delete” button, , located to the

right of the desired custom field name.

Close

4. After adding custom fields, click the Close button, , to return to the

campaign name list.
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Refreshing Campaign Section

1. To refresh the campaign section, click on the refresh button located on the top

right corner of the screen.

Data Management by Phone Number

Used to determine if numbers are in multiple campaigns, and can also be used to place

numbers on the do not call list.

1. Click on the data management icon located in the top right corner of the

screen. The image below will appear:

Phone numbers pending for dialing
| | Submit Query

O Phone Campaign List List Date

Mark selected numbers as DO NOT DIAL

Close

2. Submit a query by inputting the phone number in the submit query bar.

3. Click on the submit query button.




CallCenter

Close
4. Click on the close button, , to finish data management.

Data Management by Unique ID

Used to determine if numbers are in multiple campaigns, and can also be used to place

numbers on the do not call list.

1. Click on the data managementicon ~  located on the top right corner of the

screen. The image below will appear:

Phone numbers pending for dialing
| Submit Query

Phone Campaign List List Date

Mark selected numbers as DO NOT DIAL

Close

2. Submit a query by inputting the unique ID (can be found in the reporting section after
downloading the desired campaign .CSV file, a column will be labeled unique ID,
each call is assigned a unique ID) in the submit query bar.

3. Click on the submit query button.

Close
4. Click on the close button below to finish data management.
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Searching for a Campaign

1. Click the “Campaign” input box, type the campaign’s name the input box is shown

below:

Campaign

Note: Partial names can be used, when spelled correctly.
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Announcements

It is the menu where the announcements used in the IVR are loaded and edited.

Adding an Announcement

1. To add the announcement, press the add button, , if done correctly, the

following pop-up window will be displayed:

& Upload New Announcement

Announcement Name
File cChoeseFile Mo file chosen

Save Close

2. Write the preferred announcement name in the input box next to the “Announcement

Name” an example is shown below:

Announcement Name Welcome
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3. To choose the sound file, press the “choose file” button, Choose File |, then double

click the related sound file from the file explorer. As shown below:

&) macintosh hd

<
o

[ Applications
|3 Library

|38 System

[¥ Users

vy v wew

Cancel

Note: Sound files loaded to the system must be in 8000Hz bandwidth, single-channel

(mono), 16bit, and in .wav file extension.

After selecting the sound file, the pop-up window will show the uploaded sound file as

depicted below:

& Upload New Announcement

Announcement Name _Welcnme
File| Choose File |ahRzfm11c3R...y5jb20.wav

Save Close
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4. Once the sound file is selected, press the “Save” button. If done correctly, the

announcement will be displayed under the “Announcement” list as shown below:

Announcement

Welcome

Sound files in the system can be downloaded for listening. They can also be deleted and

edited.
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Editing an Announcement

Note: Only the name of the announcement can be edited here.

1. To edit an announcement, click the edit button, * , located on the far right of the

“Announcement Name” as shown, below:

2. After clicking the edit button, the announcement pop-up window will appear as

shown. Changing the Announcement Name can be made using this pop-up window.

[ 3

@& Rename Announcement

Announcement Name |Welcomel

Save Close

3. Make changes as desired.

4. Once the desired changes have been completed, the information can be saved by

Save

clicking the save button, , the following pop-up box will appear:
l C
100%
Okay
. Okay
5. Click the Okay button, , to confirm the changes.
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Deleting an Announcement

1. From the Announcement list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Welcome announcement will be deleted permanently. Do

you want to continue?

Cancel
o Select the cancel button, , to cancel the deletion.

e Select the OK button, “ to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted team will not be shown.
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Downloading an Announcement

1. To download the announcement, click the download button

Listening to an Announcement

1. To listen to the announcement, click the “Listen” button the following pop-up

window will be displayed:

& Announcement Preview

Announcement: Welcome
Format: .wav

» 0:00/0:00

Close

2. To listen to the announcement, click the play button, >

Note: volume can be adjusted using the bar shown below:

¥

The announcement can be downloaded by clicking the three vertical dots, Y tothe right of
the volume button, 0 . And then click the “Download” button as shown below:

Announcement: Welcome
Format: .wav

» 000/ ¥ Downoad
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Searching for an Announcement

The input box to the right of Announcement can be used to find announcements quickly:

Announcement |

To refresh the page, click the refresh button,
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Statuses

Statuses are defined for users registered in the system having agent roles. Multiple settings

for agent statuses can be changed, created, and edited here.

Example:

Suppose break time determined is 20 minutes, and the agent stays in the break time status
longer than 20 minutes. In that case, the agent’s row will be highlighted in the supervisor
screen, indicating to the supervisor that an agent is past the allotted time. Also, a warning
phrase, “you are in the same status for a long time, please change your status” is displayed on

the agent’s screen.
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Default Statuses:

The following table shows all the Default Statuses:

Default Statuses

Alarm (min) / Pop up (sec) / Limit {ct) 1

Talking 0 0 -
Dialing 2 0 .
Available 1 0 .
shortbreak 1 2 0
Lunch 1 1 0
Meeting 1 1 0
Training 1 B 0
ACW 1 20 0
Ringing 2 0 .
Wrapup 1 0 "
Chat 1 0 :
Qutbound 1 5 .
offce B B
Hold 5 "
Message

Eggwering 2 L -

Save W

1. The first column shows the statuses. For further information about the statuses, check

e

the Agent Section of this Manual.
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2. The second column shows the alarm minutes. Once the agent waits in the related
statuses more than the preferred limit, an alarm pops up on the supervisor’s screen.

3. The third column shows the pop-up seconds. Once the agent waits in the related
statuses more than the preferred limit, an alarm pops up in the agent’s screen for the
length of time inputted into this column.

4. The fourth column shows preferred limits for each Statuses Limits (ct). 0 (zero) will
disable a limit check for specified status. Negative values will disable the specified
status entirely. If a positive number is inputted, for example, “1”, only one agent can
be in this status.

5. Write the numbers to the input boxes in the second, third and fourth columns, then

click the save button, Once the desired changes have been completed, the information

can be saved by clicking the save button, , the following pop-up box will

appear:

Record updated successfully.

Ok

Ok
6. Click the Okay button, , to confirm the changes.
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Pending Call Alarm

Pending Call Alarm

Call Count 1

Call Duration 10

Save

Note: Furthermore, Pending Call definition can be performed to trace calls waiting in the
supervisor screen and enable warnings to be taken as well.

1. Click the “Call Count” input box, type the preferred call count in the layout shown
below:

Call Count 1

2. Click the “Call Duration” input box, type the preferred Call Duration (in seconds) in
the layout shown below:

Call Duration |10

3. Once the desired changes have been completed, the information can be saved by

clicking the save button, m , the following pop-up box will appear:

| X

Record updated successfully.

Ok

Ok
4. Click the Okay button, , to confirm the changes.
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Creating a Custom Status

1. To add the custom announcement, press the add button, , if done correctly, the

following pop-up window will be displayed:

@ Edit Custom Status

Name ‘ ‘

Threshold ‘ ‘

Active
Selectable
Productive

Selectable By Supervisor

Save Close

2. Click the “Name” input box. Type the desired name for the status.

3. Click the “Threshold” input box, type the desired threshold value.
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4. The following checkboxes are explained below, and can be selected as desired:

Active Makes the status “Active.”
Selectable Makes the status “Selectable.”

When this checkbox is checked for the
Productive status, when the agent selects the status, the

status time will be added into the Production
calculation in the Reporting section under

the Agent Performance Report.

Selectable By Supervisor

Makes the status selectable to the

supervisor.

5. Inthe “Team” input box, a team can be assigned to the custom status for use, if

desired.

6. In the “Limit” input box, a status limit can be assigned to the status so that only a

limited number of agents can select the status in a given time period.

Note: If “0” is selected, there will be no status limit. If a negative number is selected, the

status will be disabled entirely.
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7. 1f done correctly, the custom status will be displayed under the “Custom Statuses” list

as shown below:

Custom Statuses

+ c
Status Active Alert Threshold i By Supervisor Limit Allow Reserve Status
SupervisorCall True 0 True True True 0 False ) x
SalesMeeting True 0 True True True 0 False 7z x
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Editing a Custom Statuses

1.

To edit a custom status, click the edit button, “ , located on the far right of the

“Status Name” as shown below:

Status Active Alert Threshold Sel

Custom Statuses

Sl

refus True 0 True

After clicking the edit button,

b

ble By Supervisor Limit Allow Reserve Status

False False 0 False

the custom status pop-up window will appear as shown:

@ Edit Custom Status

Name

[ SupervisorCall

Threshold

E

Active vl
Selectable

Productive

Selectable By Supervisor

Team

Limnit

Allow Reserve Status (]

2. Make changes as desired.

Save Close
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3. Once the desired changes have been completed, the information can be saved by

o Save
clicking the save button,
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Deleting a Custom Status

1. From the Custom Statuses list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

SupervisorCall status will be deleted permanently. Do you

want to continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the “OK” button, “

The screen will reload, and the deleted status will not be shown.
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Web URLs

A,
WW W
A - 4
Web URLs

Enables 3™ party applications to be triggered through necessary parameters.

Popup |Queue + ¢ > Y O ¥vQ
Popup call ID Queue Agent Email Caller ID Contact Key
Fatih 21

Campaign D
fatih_koc@callcenterstudio.com

Param's Test 202199928

05.04.2020

While creating Web URLs, the related address is entered in the URL field. The remaining

fields include variable definitions to be sent to the related web service according to the

company’s needs. If assistance is needed, please contact the assigned Call Center Studio

Project.
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Adding a Webhook

Note: The “Name” & “Url” input boxes are mandatory fields.

1. Click the New button, +

following pop-up screen will appear as shown below:

& Edit Webhook
MName

ud

Agent Email
Agent I

Agent Custom
1D

Chsene 1D
Cheeue Name
Call Il

Call Unique
D

Call Date
Calber I¥

Called
MNumber

Contact ID

Contact CRM
D

Campaign
Chezue 1D

Campaign
Name

Campaign List
Mame

Fession Key
Source Tenant
Alias

Event

Custom Fields

Answersd By
Disposition
Enabls
Encryption

Encryplina

Key

Encryption aesdSbchc
Method

£ 13

Save Close

, located in the top right corner of the popup screen. The
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2. Click the “Name” input box, type the new webhook’s name as seen below:

Note: The “Name” & “Url” input boxes are mandatory fields.

Name wttxpopup

,

3. Click the “Url” input box, type the webhook’s Url in the layout shown below:

Note: The “Name” & “Url” input boxes are mandatory fields.

"

Url https:/ /my.teknofix.com.tr/lib/callcent

A

4. Click the “Agent Email” input box, type the agent’s email in the layout shown below:

Agent Email { fatih.koc@callcenterstudio.com

.,

5. Click the “Agent ID” input box, type the agent’s unique ID in the system in the layout

shown below:

Agent ID 83

6. Click the “Agent Custom ID” input box, type the unique ID value given by the user in

the layout shown below:

s

Agent Custom ID 83
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7. Click the “Queue ID” input box, type the queue ID an example is shown below:

Queue 1D 5

\
s

8. Click the “Agent ID” input box, type the Queue’s Name in the layout shown below:

Queue Name Sales

9. Click the “Call ID” input box, type the unique value of the call given by the system in

the layout shown below:

Call ID callkey

L. A
[

10. Click the “Call Unique ID” input box, type the call’s unique ID.

11. Click the “Call Date” input box, type the call’s date in the layout shown below:

Call Date 14.02.2020

12. Click the “Caller ID” input box, type the caller’s ID in the layout shown below:

Caller ID [ 15

13. Click the “Called Number” input box, type the called number.
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14. If the call is created due to the campaign call, in the “Contact ID” input box, type the
ID value of the contact record that is linked to the campaign call.

15. If the call is created due to a campaign, in the “Contact CRM ID” input box, type the
special ID value linked to this call that is given to contact. (e.g., If the contact is going
to be paired with 3rd party CRM this may be the ID value in the system)

16. Click the “Campaign Queue ID” input box, type the queue ID of the related

campaign. An example is shown below:

Campaign Queue D campaigngueueid

17. Click the “Campaign Name” input box, type the name of the related Campaign. An

example is shown below:

Campaign Name V.day

18. Click the “Campaign List Name” input box, type the list name of the related
Campaign.

19. Click the “Session Key ” input box, type the agent’s session key.

20. Click the “Source Tenant” input box, type the first tenant where the call starts in the

layout shown below (sometimes a call can circulate multiple tenants)

Source Tenant source
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21. Click the “Alias” input box, type the agent’s internal number in the layout shown

below:

Alias alias

22. Click the “Event” input box, type the event transpiring in call notification requests (
E.g., ringing, noanswer, hangup, etc. ).

23. Click the “Custom Fields” input box, type the additional information in the record of
the list loaded during campaign calls (e.g., identity number, address, etc.) in the layout

shown below:

Custom Fields customfield

24. Click the “Answered By” input box, type the information that is going to be sent in
the case of the call’s answering field being full.

25. Click the “Disposition” input box, type the result code coming from the operator at
the end of the call when the call is outgoing call or the incoming call is transferred
from the IVR.

26. Check the following checkbox to Enable Encryption.

Enable Encryption

27. Click the “Encryption Key” input box, type the encryption key. (The enciphering

information in the browser address bar URL of the agent screen’s pop-up).
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28. Click the “Encryption Method” input box and type the encryption method.

Save
29. After all the desired additions have been made, click the save button,

the following pop-up window will appear:

4

100%
Web URL updated

Okay

30. Click the Okay button, <2V

, to acknowledge the addition. The new contact will
be located in the contact list as seen below:

Popup

|Queue
Popup callID | Queue Agent Email
Fatin 21

FHC IR NT NEINHECQ
Caller ID Contact Key Campaign ID
fatih koc@callcenterstudio.com
Param's Test 202199928
witxpopup caHKey 5

fatih.koc@callcenterstudio.com
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Editing a Webhook

1. To edit a webhook, click the edit button, “ , located on the far right of the Webhook

Name after the “Campaign ID column” shown below:

Campaign 1D

After clicking the edit button, the contact pop-up window will appear as shown:

= Edit Webhaook

Mame

Ud

Agent Email

Agent ID i

Agent Custam
D

Queue 1D i
Qecue Mame
Call ID i

Call Unique i
D

Call Date
Calker II¥

Called

Number
Contact II} i

Contact CRM i
D

Campaign
Ceeue 1D

Campazgn
Name

Campaipn List
Name

Session Key
Source Tenani
Alias

Event

Custom Fields

B R Es e B e

Answered By
Dispaosition i
Enable

Encrypizon

Encrypiion i
Eey

Emcryption  3esaSbchc ¥
Method

Save Close

Call Center Studio User Guide October 2020 Version



Web URLs

2. Make changes as desired.
3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

100%
Web URL updated

Okay

. Okay
4. Click the Okay button, , to confirm the changes.
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Deleting a Webhook

&

1. From the Webhook list, click the delete button, * , to the right of the edit button,

When the delete button is clicked the following pop-up will appear:

demo2.callcenterstudio.com says

xxx popup will be deleted permanently. Do you want to continue?

Cancel
o Select the “Cancel” button, , to cancel the deletion.

o Select the “OK” button, “ to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted webhook will not be shown.
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Refreshing the Statuses Page

To refresh the page, click the refresh button,

Searching for a Webhook

1. The “Popup’ input box can be used to find webhooks quickly:

Popup

2. The “Queue” input box can be used to find webhooks quickly:

Queue

Setting Webhook

If a pop-up does not open:
e If you have defined pop-up in a queue and the pop-up screen does not open when a call
arrives, perform the following:

e Ifapop-up is defined in “Queue” settings, please inform the Project Manager using the

following address support@callcenterstudio.com.

System Logs

e The place where logs in the system are displayed. There are records of missed calls,
the logs in which customer representative status was changed by the supervisor, logs

of changes in welcome menus, queues, etc.



mailto:support@callcenterstudio.com

CallCenter

Dialplans

N
I 1
L
e
S N

Dialplans

Calling rules need to be defined to perform outbound calls through the system.

Adding a Dialplan

General Notes
e While calling rules are being defined, pay attention to the format of the phone number
through which outbound calls will be made.
e While performing definitions, if a voice record is desired to be kept in the queue, the
voice record checkbox should be marked.
e While the alias calling plan is being defined, in the checkmark alias box, write the
first digit of the internal number defined for users inside the system in the field of the

number to be called and save it.

Note: The “Dialing Rule Name” input box is a mandatory field.




Dialplans

1. Click the “New” button, + , located in the top right corner of the screen. The

following pop-up screen will appear as shown below, in the “Dialing Rule Name”

input box, type the name of the dialing rule:

@ Dialing Rule
Dialing Rule Name
Example]
Save Close
. . Save )
2. Once the preferred name is written, press the save button, , the following
pop-up box will appear:
| %

Dialplan Name ‘ Example] 1
Dialing Rule Name ‘ + c
Dialing Rule Name Number Pattern Caller ID Gateway

<[2]

Enable Backup Dialplan

Backup Dialplan ‘ A

Dial Status { ]

Hangup Cause { ]
Save
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3. Click the New button, + , located in the top right corner of the screen, next to the

search button. The following pop-up screen will appear, as shown below:

& Dialing Rule

Internal

Dialing Rule Name

MNumber Pattern ?

Gateway by

Single Caller ID Multiple Caller IDs

Caller ID

Save Close

4. Check the following box to make a dialing rule for internal calls.

Internal

5. Click the “Dialing Rule Name” input box, type the dialing rule name in the layout

shown below:

Dialing Rule Name Rule
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6. Click the “Number Pattern” input box, type number of the pattern in the layout shown

below:

Number Pattern

b
=nJ

"t

MNumber Pattern | i)

?

7. For further information, click the question mark, : , next to the input box of
“number pattern,” then the following website screen will appear as explained on the

next page:
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Pattern Matching

Pattern matching allows us to create dial plan rule patterns in our dial plan that match more
than one possible dialed number. Pattern matching is a time-saving measure. A rule in the

dial plan can be created for the numbers that will be dialed.

Special Characters Used in Pattern Matching

Pattern matches always begin with an underscore. Within the pattern, we use various letters

and characters to represent sets or ranges of numbers.

X matches any digit from 0-9

Z matches any digit from 1-9

N matches any digit from 2-9

[1237-9] matches any digit or letter in the brackets (in this example, 1,2,3,7,8,9)

[a-z] matches any lower case letter

[A-Z] matches any UPPER case letter

. wildcard, matches one or more characters

! wildcard, matches zero or more characters immediately
Examples
_33XX
053 XXX XXXXX
05X.

0216X.
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8. Click the “Gateway” section, choose the preferred one for choosing CRM as shown

below:

|
Mumber Pattern J
voxbone ]

Gateway v voxbone_ccs

voxbone_dayntaxi

9. Single or multiple caller ID options can be selected here. Only one selection can be

made as shown below:

©Single Caller ID “Multiple Caller IDs

10. Click the desired caller ID, from the dropdown list, if down correctly the selection

will look like the picture below:

Caller ID 447588709661
[l aQ
P
15125721095
R0m At o 441617680755
442033183175
R Ot 442039362597
447588709661

11. Click the “Prefix” input box, type the preferred prefix.
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12. This function is used for regulating the usage of numbers. For instance, if the number
1s 1737 212 98 66 in the CRM and you type 1 to this section, the tenant will omit the
first number from the left and call 737 212 98 66. If you type 0, then it will not omit
anything. Click the “Omit from Left” input box, type the number of omissions from

left in the layout shown below:

Omit from Left 0

13. Click the “Ringing Timeout” input box, type duration of ringing timeout in seconds in

the layout shown below:

Ringing Timeout 50

14. Call diversion is a telephony feature of some telephone switching systems, which
redirects a telephone call to another destination where the desired called party is
available. Click the desired “Diversion Code,” from the dropdown list, if down

correctly the selection will look like the picture below:

| 15125721095 a
Q

Diversion Code

Announcement for Callee 15125721001
441617680755
442033183175
442039362597
447588709661

Voice Recording

Deny Call
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15. Click the desired “Announcement for Callee,” from the dropdown list. An example

list is shown below (Announcements can be added in the Announcement Section):

Announcement for Callee - i ‘ e

Q,
o Revoning “Transfer Agent -
e i |Welcome |

16. Check the following box to enable voice recording in the related dialing rule.

Voice Recording

17. Check the following box to enable denying calls in the related dialing rule.

Deny Call

18. Click the desired “Location,” from the dropdown list, if down correctly the selection

will look like the picture below:

Location - " '.

framsier vee et
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19. Click the desired “Transfer Type,” from the dropdown list, if down correctly the

selection will look like the picture below:

Transfer Type |

Hunt Group
Queue

Save
20. After all the desired additions have been made, click the save button, ,

the following pop-up window will appear:

100%
Dialing rule added

Okay
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21. Click the Okay button, , the new dialing rule will be located in the list as
seen below:
|
i
|
Dialplan Name ‘ test ‘
|
|
Dialing Rule Name
| | B *c
Dialing Rule Name MNumber Pattern Caller ID Gateway
s X
Rule X 441617680755 voxbone_ccs i B

22. Check the following box, to enable backup dialplan in the related dialing rule.

Enable Backup Dialplan

23. Click the desired “Backup Plan,” from the dropdown list, an example list is shown

below:

Enable Backup Dialplan &l

Backup Dialplan + test
Outbound_UK

Dial Status Sales & m

adf

gamzetest

inbound LS

test

P

AT

Hangup Cause
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24. The Dial Status is the condition to forward the call to the backup dialplan. These are
statuses in writing that occurs in the operator tenant based on the call status. Click the
“Dial Status” input box, type the preferred dial status.

25. The Hangup Cause is the condition to forward the call to the backup dialplan. It is a
numeric value that occurs in the operator tenant, based on the call status. Click the

“Hangup Cause” input box, type the preferred hangup cause.
Save

26. After all the desired additions have been made, click the save button,

the following pop-up window will appear:

Backup Dialplan settings saved successfully.

Close

Close
27. Click the Close button, e , the Backup Dialplan will be located in the list as

seen below:

Dialplan Name

Dialplan Name Deleted
Outbound UK & L
Sales & m
us

gamzetest

Y N ~ \

inbound

test A b
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Searching for a Dialing Rule

To facilitate ease in searching for dialing rules, the input box to the left of the “Add” button

can be used to find dialing rules quickly, as shown below:

Dialing Rule Name & ¢
rule| ’
Dialing Rule Name MNumber Pattern Caller ID Gataway
Rule o 441617680755 wvoxbone ccs

Refreshing the Dialing Rules Page

To refreshing the page, click the refresh button,
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Editing a Dialplan

1. To edit a dialplan, click the “Edit” button, “ , located on the far right of the Dialplan

Name as shown below:

After clicking the edit button, the dialplan pop-up window will appear as shown:

Dialplan Name ‘ test| |

Dialing Rule Name ‘ +

Dialing Rule Name Number Pattern Caller ID Gateway

Rule X. 441617680755 voxbone ccs

Enable Backup Dialplan

A |

Backup Dialplan ‘

Dial Status [ |

Hangup Cause ‘ |

Save

2. Make changes as desired.
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3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

Backup Dialplan settings saved successfully.

Close

Close
4. Click the “Close” button, , to confirm the changes.
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Searching for a Dialplan Name

1. In the “Dialplan Name” input box, type the desired name or partial name of the

desired dialplan.

Deleting a Dialplan

1. From the dialplan list, click the “Delete” button, * , to the right of the “Edit” button,

“ . When the delete button is clicked the following pop-up will appear:

demo2.callcenterstudio.com says

inbound dialplan will be deleted permanently. Do you want to
continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted webhook will not be shown.

Refreshing the Dialplan Page

To refreshing the page, click the refresh button,
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Teams

All customer representatives can be gathered under different teams in the system. Customer
representatives on the same team can follow one another and send messages to the
supervisor of the team. Supervisors can take reports based on the team and send collective

messages to users added to the team.
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Creating a Team

In the input box (in the top left corner of the “Teams module” shown below:

i

|

1. Type the name of the team; you wish to create (Ex. Alpha)

Create
2. Press the Create button, - .

Once the Create button is clicked, a pop-up window will appear as shown below:

.
3

Team Name: Alphal

Add user

| Select users -' Add

Show only active agents ]|

Add team

i Select teams Add

Email

Email

<[>

Supervisor

Queue Group | Select queue tags

Queue Group

< _).'

Add

Agent

Save

The pop-up window appears for the team name, “Alpha.”

Close
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3. Add users to the team by clicking the “Select users” input box, a dropdown list of

available users will appear, as shown below:

Team Name: éAIpha

Add user

Add

Cole Melendez =

Gerald Blanchard
Harold Kirk
Jared Walter
John Smith ‘
Keyon Sweeney —
Khloe Bond
Maggie Mccarty p
Natalia Carter ™ fio.com

4. Click the desired user, “Cole Melendez,” from the dropdown list, if down correctly the

selection will look like the picture below:

Add user

» Cole Melendez | | Add

Gerald Blanchard =

Harold Kirk
Jared Walter
John Smith
Keyon Sweeney
Khloe Bond —
Maggie Mccarty
Natalia Carter A
Paul Baker ¥ Hio.com
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Note: To facilitate speed in adding users, multiple users can be selected, for example,

“Gerald Blanchard,” can be selected as shown below:

Add user

= Cole Melendez

« Gerald Blanchard
I
[Farold kik B

Jared Walter

John Smith

Keyon Sweeney

Khloe Bond

Maggie Mccarty

Natalia Carter

Paul Baker prn

Add

Sheldon Warren ™ fio.com

Both of the desired users that were clicked are added to the input box, if a user was clicked

by accident the user can be deleted by pressing the, “X,” to the left of the user’s name:

x Cole Melendez ||

Add

5. To add the user (“Cole Melendez”) to the team, press the add button,

correctly the following pop-up window will be displayed:

% |

& Cole Melendez already in the

team.

Okay

Add

, if done
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6. Click the Okay button, Oay , once the user is added, the user will be listed as

shown below:
Email
Email Supervisor Agent
cole.melendez @callcenterstudio.com v v =

Note: The access level is also listed. In this example, Cole Melendez is both a Supervisor and

an Agent indicated by the checkmarks.

To facilitate ease in searching for team members, the input box to the right of Email can be

used to find team members quickly, as shown below:

Email |

Using this input box, type the user’s email to find them within the Team member list easily.

Shown below:

Email
Email Supervisor Agent
cole.melendez @callcenterstudio.com v v 2
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Team members can be deleted here as well by pressing, | to the right of checkmarks. If

X

the, , is clicked the pop-up below will be shown to confirm the deletion:

demo.callcenterstudio.com says

cole.melendez @callcenterstudio.com; queue will be
deleted permanently. Do you want to continue?

& [
e Selecting the cancel button, M , will cancel the deletion.

e Selecting the OK button, “ will confirm the deletion.

7. Once users are added, the team can be added to a queue. Add a team to a queue clicking
the “Select queue tags” input box, a dropdown list of available queues will appear, as

shown below:

Queue Group Add

SULALRCHSIIN Customer Service
>
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8. Click the desired queue, “Customer Service,” from the dropdown list, if down correctly

the selection will look like the picture below:

» Customer Service
Queue Group Add

Queue Group | No matches found
>

Note:

e 7o facilitate speed in adding queues, multiple queues, if created, can also be selected,
and added at the same time.
o Selected queues can also be deleted similar to users by clicking the, “X”, to the left of

the queue name.

9. To add the queue (“Customer Service”) to the team, press the add button, o , if

done correctly the queue will be displayed under the “Queue Group” list as shown

below:

Queue Group | | * Customer Service Add
Queue Group

Customer Service
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ueues can be deleted here as well by pressing, ™, to the right of the queue name. If the,
VP g 4 q

", is clicked the pop-up below will be shown to confirm the deletion:

demo.callcenterstudio.com says

Customer Service - will be removed. Do you want to

rontinue?

o Selecting the cancel button, Eaieel , will cancel the deletion.

o Selecting the OK button, “ will confirm the deletion.

10. Once the user and queue selection is complete, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

demo.callcenterstudio.com says

There are queue groups in team. Do you want to update

all team members?
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11. Click the Ok button, “, to confirm the update.

After pressing the Ok button, the following pop-up window will be displayed to acknowledge

Teams

the addition of the team:

x
Success
Okay
: Okay . .
12. Click the Okay button, , the new team will be added to the Team Name list
as shown below:
= @gnﬁer
[ 3
Team Name Date
Alpha 2020-04-13
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Editing a Team

1. To edit a team, click the edit button, * , located on the far right of the Team Name

after the “Deleted Column” as shown below:

Deleted

:
After clicking the edit button, the team pop-up window will appear as shown:

[ x

Team Name: Alpha

Add user Add team

Select users Add

Select teams Add

Show only active agents O

Email

Email Supervisar Agent

cole.melendez @callcenterstudio.com

.

Queue Group | Select queue tags Add

Queue Group

Customer Service x
£12

Save Close

All edits can be made using this pop-up window, such as adding and changing users and

teams.

2. Make changes as desired.
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3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

demo.callcenterstudio.com says

There are queue groups in team. Do you want to update

4. Click the Ok button, “, to confirm the update.

all team members?

After pressing the Ok button, the following pop-up window will be displayed to

acknowledge the changes to the team:

@ Success

Okay

. Okay
5. Click the Okay button, , to confirm the changes.
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Adding another Team to an Existing Team

Team members from an existing team can be added to another team using the process

outlined below:

1. Click the edit button, “ , located on the far right of the Team Name after the “Deleted

Column” as shown below:

Deleted

x

After clicking the edit button, the team pop-up window will appear as shown.

[ 0

Team Name: Alpha

Add user Add team

Select users Add Select teams Add

Show only active agents ||

Email

Email Supervisor Agent

cole.melendez@callcenterstudio.com v v

L2

Queue Group | Select queue tags Add

Queue Group

Customer Service

£ 12

Save Close
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2. Within the team, another team can be added. Add a team to an existing team by

clicking the “Select teams” input box, a dropdown list of available teams will appear, as

shown below:

Add team

Add

Alpha

Matt

3. Click the desired team, “Matt,” from the dropdown list, if down correctly the selection

will look like the picture below:

Add team

= Matt Add

Alpha

Note:

e 7o facilitate speed in adding teams, multiple teams, if created, can also be selected,

and added at the same time.

o Selected teams can also be deleted, similar to users, by clicking the, “X”, to the left of

the team name.

Call Center Studio User Guide October 2020 Version



Teams

4. To add the team (“Matt”) to the team, press the add button, hos , if done correctly,

the team members will be displayed in a pop-up confirmation window as shown below:

@ Gerald Blanchard added to the
team:.

Okay

5. Click the Okay button, Oy , to confirm the changes. The team members from the

added team, “Matt,” will be displayed with the team members from “Alpha,” as shown

below:

x

Team Name: Alpha

Add user Add team

|\ Add » Matt Add

Show only active agents

Email
Email Supervisor Agent
cole.melendez@callcenterstudio.com v v i
gerald.blanchard@callcenterstudio.com v s 3
Queue Group | Select queue tags Add
Queue Group .
Customer Service B
Save Close

As seen above, gerald.blanchard@callcenterstudio.com (from team “Matt”) was added to

team Alpha’s member list.
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6. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

demo.callcenterstudio.com says

There are queue groups in team. Do you want to update

oK
7. Click the Ok button, -, to confirm the update.

all team members?

After pressing the Ok button, the following pop-up window will be displayed to acknowledge

the changes to the team:

& Success

Okay

. Okay
8. Click the Okay button, , to confirm the changes.
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Deleting a Team

1. From the Team Name list, click the delete button, * , to the right of the edit button,

“ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Alpha team will be deleted permanently. Do you want to

continue?

o Selecting the cancel button, Eaieel , will cancel the deletion.

o Selecting the OK button, “ will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted team will not be shown.
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Contacts

Contacts

For quick and easy transfers using the contact list from the agent screen, Administrators can

add, change, and modify contacts within the contacts screen.
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Adding a Contact

Note: The “Name” & “Email” input boxes are mandatory fields (See Contact Quick Add
Section to quickly add a contact if you need more information regarding adding phone

numbers, and other contact information, use the following steps).

1. Click the New button, + , located in the top right corner of the contact screen; the

following pop-up screen will appear below:

& Edit Profile

Name ‘ |

Company ‘ |

Birthdate ‘ |

Cender Male © Female

National ID

Email

Work Phone

Mobile Phone

Home Phone ‘ |

Other Phone

Home Address

Work Address

Description

Save Close
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2. Starting from the top, in the “Name” input box, type the new contact’s first and last

name as seen below:

Note: The “Name” & “Email” input boxes are mandatory fields (See Contact Quick Add

Section

Mame John Smith

3. In the “Company” input box, type the contact’s company’s name, as demonstrated

below:

Cormpany John's Call Center

8

4. Click the birthdate input box; dates have to be entered using the following format:
YYYY-DD-MM. A calendar will also appear to assist in selecting the contact’s

accurate birthdate, as shown below:

Birthdate 2020-03-04
Gender | !
. Su Mo Tu We Th Fr Sa
Mational 1D
29 30| 31 1 2 3 4
Email 5 6 7 8 9( 10)] 11
12 13 14 15| 16| 17| 18
Home Phone 19 20 21 22| 23| 24| 25

26 27 28 29 30 1 2

Call Center Studio User Guide October 2020 Version



Contacts

5. Select a gender; two selections can be made, as shown below:

Fard Male " Female

6. In the “National ID” input box, the contact’s nationality can be typed in as

demonstrated below:

Mational 1D United States

7. In the “Email” input box, type the contact’s email address as shown below:

Email l johnsmith@johnscallcenter.com

8. In the “Home Phone” input box, type the contact’s home phone number:

Home Phone { +18000000000

Note: Phone numbers need to be inputted in the number format designated in the dialing

rules. See Dialplans for determining proper number format.

9. In the “Work Phone” input box, type the contact’s work phone number:

Work Phone +18000000000
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Note: Phone numbers need to be inputted in the number format designated in the dialing

rules. See Dialplans for determining proper number format.

10. In the “Mobile Phone” input box, type the contact’s mobile phone number:

Maobile Phone +18000000000

Note: Phone numbers need to be inputted in the number format designated in the dialing

rules. See Dialplans for determining proper number format.

11. In the “Other Phone” input box, type the contact’s other phone number:

Other Phone +18000000000|

Note: Phone numbers need to be inputted in the number format designated in the dialing

rules. See Dialplans for determining proper number format.

12. In the “Home Address” input box, type the contact’s home address, an example is

shown below:

101 John's Wa}.r,
Anywhere, USA, 10000

Home Address
p
13. In the “Work Address” input box, type the contact’s work address, an example is

shown below:

101 John's Way,

wWork Address _Anywhere. UsA, 10000 5
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14. In the “Description” input box, type a description, an example is shown below:

Description Call Ce nterl

-
. . . Save
15. After all the desired additions have been made, click the save button, ,
the following pop-up window will appear:
|
| o |

100%
Mew contact information were saved

Okay

16. Click the Okay button, Okay , to acknowledge the addition; the new contact

will be located in the contact list as seen below:

Name Company
Email Name Company
johnsmith@johnscallcenter.com John Smith John's Call Center
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Editing a Contact

1. To edit a contact, click the edit button, “ , located on the far right of the Contact

Name after the “Other Column” as shown below:

+HCHDE

Other

After clicking the edit button, the contact pop-up window will appear as shown.

@ Edit Profile

Name [ ‘

Company [ ‘

Birthdate [ ‘

Ceander Male ' Female

National ID

Email

Home Phone

Work Phone

Mobile Phone

Other Phone

Home Address
Work Address

Description

Save Close

All edits can be made using this pop-up window, such as adding and changing contact

information.
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2. Make changes as desired.
3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

| J

100%
Mew contact information were saved

Okay

. Okay
4. Click the Okay button, , to confirm the changes.
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Contact Quick Add

1. Click the New button, + , located in the top right corner of the contact screen; the

following pop-up screen will appear as shown below:

@& Edit Profile

MName [ ‘

Company [ ‘

Birthdate ’ ‘

Conder Male - Female

National 1D

Email

Home Phone

Work Phone

Mobile Phone

Other Phone

Home Address
Work Address

Description

Save Close

2. Inthe “Name” input box, type the new contact’s first and last name as seen below:

Mame John Smith
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3. Inthe “Email” input box, type the contact’s email address as shown below:

Ernail johnsmith@johnscallcenter.com

“Name” and “Email" are mandatory fields, other information can be inputted if desired.

4. Add additional contact information as desired (Refer to the Adding a Contact

section)

Save
5. After all the desired additions have been made, click the “Save” button, ,

the following pop-up window will appear:

100%
Mew contact information were saved

Okay

. Okay
6. Click the “Okay” button, , to confirm the changes.
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Deleting a Contact

1. From the Contact Name list, click the delete button, * , to the right of the edit button,

“ . When the delete button is clicked, the following pop-up will appear:

demo.callcenterstudio.com says

John Smith view person will deleted permanently Do you

want to continue?

5 l
e Selecting the cancel button, U , will cancel the deletion.

o Selecting the OK button, “ will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted team will not be shown.
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Importing a Contact List

A contact list can be imported to facilitate the quick addition of large quantities of contacts.

1. Write your Contact List in an excel sheet, as shown below.

Home Insert Draw  Page Layout Formulas Data  Review View

fras ‘ & | = o &
I—I:Ilv & Calibri (Body) vz v AN A ==8 | &~ 3 v General v ﬁ v %v Ejv B insert v i %? & /O S
| Iy~ T Delete v v
Paste e LIy = = = = 5= {2 = v 9 €0 .o Conditional Format  Cell iy Sort& Find &
< By — = = = == Er% 9 0o Formatting as Table Styles [ Format v X v Filter  Select
H19 5 fx
A B C D E F G | il K L M o P Q R
1 Name Company  Email Birthdate  National ID Customer ID Gender  Mobile Home Phone Work Phone Other Phone Home Addre: Work Addres Custom
2 JohnSmith Call Center S john.smith@ 7.05.1985 123456785 123456789 Male 1737212 98 66 44 129 550 0000 12109 Lake Stone Dr Austin, TX 78738
3 AnnaTerry Call CenterS anna.terry@ 20.03.1580 123456785 123456789 Female 1737 2129866 44 129 550 0000 12109 Lake Stone Dr Austin, TX 78738
4
5
6
7
8

9
10
1
12
13
14
15
16
17

2. Go to “File> Save as” and save it in a CSV UTF-8 Format, as shown below.

Save As:aContact Lisﬂ. [

Tags:

Where: | |

Online Locations File Formz

6789 Female 1737 212 98 66 &

Excel Workbook (.xlsx)

Excel 97-2004 Workbook (.xls)
v CSV UTF-8 (Comma delimited) (.csv)
Web Page (.htm)
Excel Template (.xltx)
Excel 97-2004 Template (.xlt)
PDF

Excel Macro-Enabled Workbook (.xlsm)
Excel Binary Workbook (.xlIsb)

Single File Web Page (.mht)

Excel Macro-Enabled Template (.xltm)
Tab delimited Text (.txt)

UTF-16 Unicode Text (.txt)

Excel 2004 XML Spreadsheet (.xml)
Microsoft Excel 5.0/95 Workbook (.xIs)
Comma Separated Values (.csv)
Space Delimited Text (.prn)

Macintosh Formatted Text (.txt)
MS-DOS Formatted Text (.txt)
Macintosh Comma Separated (.csv)
MS-DOS Comma Separated (.csv)
Data Interchange Format (.dif)
Symbolic Link (.slk)

Excel Add-in (.xlam)

Excel 97-2004 Add-in (.xla)

Strict Open XML Spreadsheet (.xlsx)
OpenDocument Spreadsheet (.ods)
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3. Click the import button, E , located in the top right corner of the contact screen; the

following pop-up screen will appear as shown below:

@ Upload new campaign list

Upload :| choose File | No file chosen
Upload
EFile has a header row

Save Close
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4. Click the “Choose file” button and choose the saved file described above in a CSV

UTF-8 format.

@& Upload new campaign list

Upload . ‘Choase File | Matt Last.csv
| Upload"!.
EFile has a header row

Save | Close |

5. Click the upload button; then the following pop-up screen will appear as shown

below:

100%

Okay
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6. Click the Okay button, ¥ , to confirm the upload. Once the uploading process

is done, the following screen will be seen as shown below.

& Upload new campaign list

Upload :| choose File Contact List.csv
{ 'Upl.oad |
EFile has a header row
Uploaded file : &3

Name C ¥
‘Company - 4
Email ' N

Birthdate a

National ID :]
|Customer ID - 2

‘Gender | 4

‘Mobile ' s
Home Phone :]
'Work Phone ' N
‘Other Phone - =)

'Home Address -

Work Address :]
;Cust_nm - ¢_
| Add |

Save Close
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7. Choose the matched column names from the dropdown lists, as shown below.

@ Upload new campaign list

Upload :| choose File | Contact List.csv
Upioad
EFile has a header row

Name | Name ¥
Company [ "Eompa ny # |
Email CEmail 4]
Birthdate | Birthday N
National 1D | NationalID—.‘j
Customer ID | Customer ID #
Gender | Gender #
Mobile ' Mobile s
Home Phone | Home Phone ¢|
Work Phone i_Wb_rii__Fsﬁune ¢|
Other Phone |0_t|?P;|;I_'IT_¢|
Home Address |H(K E:Id?s#l
Work Address | Work Address ¢|
Custom | Custom $-|
Add

Save Close

8. Once the desired selection is made, click the add button, Add , the following

pop-up window will appear as shown below:

x

@ Upload time changes by data row
count

Okay
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9. Click the Okay button, Oy , to confirm uploading. Then click the save button,

Save

10. Click the Close button, -

11. Click the refresh button, c , to see added contact list.
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Searching for a Contact

There are two ways to search for a Contact, as explained below:

Name

1. Click the “Name” input box, type the contact’s name as shown below:

| fial
Name John Smith|

Note: Partial names can be used, when spelled correctly.

Company

1. Click the “Company” input box, type the contact’s company name as shown below:

Company John's Call Center

Note: Partial company names can be used, when spelled correctly.
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Quality Evaluation
Form

Quality Evaluation Forms can be prepared to allow managers the ability to assess past calls of
agents. Evaluation forms can be formed as text, paragraph, option button, checkbox, list, and

scale. Forms can be used or displayed by a supervisor or those with access.
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Creating a Quality Evaluation Form

1. Click the Plus button, , in the top right-hand corner of the Quality Evaluation

Form screen, the following screen will appear:

#  CallCenter 470
Form Name m

2. In the top left corner, click the “Form Name” input box, and type the name of the new

Quality Evaluation Form, an example is shown below:

Quality Evaluation Form Example

3. There are three views for question answers, click one of the following as described in

the list below:

& Checkboxes The question will be displayed in the
checkbox format.
® Radio Buttons The question will be displayed in the radio
button format.
® Drop Down The question will be displayed in a
dropdown format.
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4. For this example, the “Checkboxes” selection was clicked; the following will appear on

the screen, as shown below:

Checkboxes

5. Customize the question, double-click the question desired to edit, the following screen

will appear on the right of the screen as shown below:

Add Question Edit Question

@ Remove

Question

Checkboxes

Description

[} Include Description Field [ Hide Description Field

Option Layout

Options

ANSWET Score

6. Click the “Question” input box, type the name of the question. An example is shown

below:

Question

How was the agent's service?
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7. Click the “Description” input box; there are two selection boxes:

[ Include Description Field Check this box so that the evaluator can

view the description.

(| Hide Description Field Check this box, used not to include the
description (the evaluator will not be able
to view the description if this box is

checked)

For this example, the description will be included (Notice “Include Description Field” was

clicked) as seen below:

Description

Evaluate the Agent's Score: Good =10 Bad =0

¥ Include Description Field [ Hide Description Field

8. Click the “Option Layout,” a dropdown menu will appear showing two ways to view

the answer options:

Option Layout

Vertical
Harizantal
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9. Click the desired view; an example selection is shown below:

Option Layout

Vertical v
10.  Under Options, in the “Answer” input box, type one answer as seen below:
Options
| Good|
11.  To the right of the “Answer” input box, click the “Score” input box and assign

point-scale to the questions as seen below:

E 3o o

12.  Add more answers as necessary by clicking the Plus button, , and then repeat

steps 10 - 11 (this can be done as often as needed). Also, answers can be deleted by

clicking the Minus button, n

13. Add additional questions to the form by selecting the “Add Question” button,

Add Question
, and then repeat steps 3 - 12 as necessary.

Also, questions can be deleted by clicking the question, and then selecting the

@ Remove
“Remove” button, -
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14.  After completing the form click the save button, , the following
confirmation will be displayed in the top right-hand corner of the screen as shown

below:

® Form was successfully saved.

15. After saving the form, click the “Back” button, , the created form can

now be seen from the Form Name list as shown below:

2] Form Name

U Quality Evaluation Form Example
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Deleting a Quality Evaluation Form

1. Select the checkbox to the left of the Form name, as shown below:
Form Name

v Quality Evaluation Form Example

2. Press the Delete button, -, located in the top right corner of the form name list

screen as shown below:

Note: after clicking the Delete button, the form will be deleted forever, no confirmation

screen will be displayed.
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Editing a Quality Evaluation Form

1. Select the Edit button, , located to the right of the update column as shown below:

Update Date

G
After clicking the edit button, the following screen will appear:
 CallCenter 470
Quality Evaluation Form Example m

2. Make edits as necessary (Refer to the Creating a Quality Evaluation Form section

for assistance)

3. After editing the form, click the save button, m, the following confirmation

will be displayed in the top right-hand corner of the screen, as shown below:

® Form was successfully saved.

4. After saving the form, click the “Back” button, & , the newly edited form can

now be seen from the Form Name list as shown below:

i Form Name

= Quality Evaluation Form Example
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Searching for a Quality Evaluation Form

There are two ways to search for a Quality Evaluation Form, as explained below:

Manually

1. Click the “Display records” dropdown box the following will be displayed:
Display| 10 Erccurdﬁ

100 ity Evaluati

Note: up to 100 forms can be displayed on a single screen. If more than 100 are present,

Previous Mext

simply use the Previous button, , and/or Next button, . These buttons are

located in the middle at the bottom of the Form Name list.

Kev Word Search

1. Click the “Search:” input box, type part of the form name, insert date, or update date

to filter the form list.
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Quality Evaluation Lavout

T/
QualftE Eviftualiun
2y

The Quality Evaluation Layout is used once a Quality Evaluation form has been created
under the Quality Evaluation Form module (See Quality Evaluation Form section for
creating a Quality Evaluation Form). Using this section, form layouts can be designed, and

weights can be given to forms as well. Also, form layouts can be made active or passive.
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Creating a Quality Evaluation Layout

1. Click the Plus button, , in the top right-hand corner of the Quality Evaluation

Form screen, the following pop-up window will appear as shown below:

New Layout

Layout Name:

Layout Weight Distribution:
Default By Choice

Quality Evaluation Layout Type:

Default Accordion

B Weight Constant

Form Name

Quality Evaluation Form Example

Sales Skills

Save

2. Click the “Layout Name” input box, type the desired layout name as shown below:

Layout Name:

Team One (For queues Customer Service and Sales)
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3. Under “Weight Layout Distribution” select from the following options explained

below:

Default weight distribution: If using

Default
multiple forms, default weight distribution
will assign 100 % weight to each form.
By Choice By Choice weight distribution: allows

different weights to be assigned to each
form. For example: Team One has two
layouts: sales service and customer service.
Agents from team one are assigned to both
of these queues. Management determined
the agent’s customer service score should
have a higher value placed on it than the
sales service score. To do this, the “By
Choice” button will need to be selected.
(Further directions on assigning specific
weights is explained in detail in the

following steps).




Quality Evaluation Layout

4. Under “Quality Evaluation Layout Type” select from the following options explained

below:

Default evaluation layout type: displays the

Default
default form layout under the Quality
Control tab (Determines how the supervisor
will see the forms).
Necatan Accordion evaluation layout type: displays

the accordion form layout under the Quality
Control tab (Determines how the supervisor

will see the forms).

Default View (Under Quality Control Tab), seen while evaluating an agent:

Customer Service

: How was the customer service?

! Good
: [ Bad

: How is the agent's sales skills?

| Good
: [ pad
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Accordion View (Under Quality Control Tab), seen while evaluating an agent:

Customer Service

Sales Service

Accordion View after clicking each form (Under Quality Control Tab), seen while evaluating

an agent:

Customer Service

: How was the customer service?

: [ Good

: How is the agent's sales skills?

El_' Good
: [ Bad
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5. Under the “#” there is a checkbox for each form. In this example we have created two
forms, each form has a checkbox under the “#” (Click the checkbox if you want the
form to be visible when the supervisor is in the Quality Control Tab) an image of the

checkboxes is shown below:

6. Under “Weight,” there is an input box for each form. In this example, we have created
two forms: Customer Service and Sales Service. Management wants Customer Service
to hold a higher weight in the agent evaluation than Sales Service to do this; we can

assign a higher weight to the Customer Service form as demonstrated below:

i Weight Constant  Form Name
v 20 v Customer Service
o 30 - v Sales Service
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7. Under Constant, there is a checkbox for each form. The checkboxes, if selected, make
the forms mandatory. In this example, since Team One may be using different queues,
the Constant checkboxes have not been selected so that the supervisor can fill out the

evaluation form that pertains to the specific call an example is shown below:

# Weight Constant  Form Name
- 70 ' EUSIDmEE.Samice Customer Service v
& 30 Sales Service Sales Service v

8. If using multiple forms, click the dropdown menu to the right of the form name match
the form name with the corresponding dropdown selection as seen below:
Form Name

Customer Service Customer Service ¥

Sales Service SalEs SEnite %

9. Click the Save button, , the created form layout will be visible under the Form

Name list shown below:

Form Name

Team One (For queues Customer Service and Sales)
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10.  When a form is first saved, the status of the form by default is passive, meaning the

supervisor under the quality control screen will not be able to see the form to evaluate
the agent. Click the Passive button, , to the right of “Update Date.” The Passive

button will change to the Active Button, , as shown below:

Update Date

2020-04-16 19:50:41

The form layout is set, and the supervisor can begin to review agents.
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Editing a Quality Evaluation Form

1. Select the Edit button, , located to the right of the update column as seen below:

Update Date

After clicking the edit button, the following pop-up window will appear:

New Layout

Layout Name:

Team One (For queues Customer Service and Sales)
Layout Weight Distribution:
s Default By Choice

Quality Evaluation Layout Type:

Default @® Accordion

# Weight Constant  Form Name
- 70 SHsle; Saice Customer Service v
v 30 = Sales Service Sales Service v

Save

2. Make edits as necessary (Refer to the Creating a Quality Evaluation Layout section

for assistance)

3. Click the Save button, , the created form layout will be visible under the

Form Name list shown below:

Form MName

Team One (For queues Customer Service and Sales)
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4. Click the Passive button, , to the right of “Update Date.” The Passive button will

-
change to the Active Button, , as shown below:

Update Date

2020-04-16 19:50:41 G

The edited form layout is set, and the supervisor can begin to review agents.
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Deleting a Quality Evaluation Layout

1. Select the checkbox to the left of the form’s name, as shown below:

Form Name

< Team One (For queues Customer Service and Sales)

2. Press the Delete button, -, located in the top right corner of the form name list

screen as shown below:

Note: after clicking the Delete button, the form layout will be deleted forever, no

confirmation screen will be displayed.
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Searching for a Quality Evaluation Layout

There are two ways to search for a Quality Evaluation Form, as explained below:

Manually

1. Click the “Display records” dropdown box the following will be displayed:

Display| 10 - Ercc—urds

75 m Name

el ]

10D ity Evaluati

Note: up to 100 forms can be displayed on a single screen. If more than 100 are present,

Previous Mext

simply use the Previous button, , and/or Next button, . These buttons are

located in the middle at the bottom of the Form Name list.

Kev Word Search

1. Click the “Search:” input box, type part of the form layout name, insert date, or

update date to filter the form list automatically.
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Hunt Groups
A hunt group is a feature for the IP phone system that distributes calls from a single phone
number to a group of numbers in the company. The hunt group is used in such a way that
when a customer calls the company’s number, the hunt group will connect the call to a group

of numbers.
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Creating a Hunt Group

1. Press the new button, . , the pop-up window will appear as shown below:

& Hunt Group

Group Name

Save Close

2. Click the group name input box, type the desired Hunt group name, an example is

shown below:

Group Mame Alpha

Note: the hunt group name can be edited at any time.
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Save

3. Click the save button, , the following pop-up window will appear:

Group Name : [ Alpha

4

Exit Announcement : {

Refry Announcement : l

“

Retry Count : [

4

L R T

Hold Music : [

Alias : [

Add User : [ x |2
User Name

User Name Huntgroup Order ID

<2

Save Close

4. Click the announcement input box a dropdown list will appear with created

announcements, select the desired announcement (See the Announcement Section for

creating a new announcement)

Group Name : [ Alpha

Exit Announcement : [

Retry Announcement :
Keys to Menu

Retry Count : Rebuy Demo Wellcome
Transf

Hold Music : Ll
Wellcome

Alias ;
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5. Click the retry announcement input box a dropdown list will appear with created
announcements, select the desired announcement (See the Announcement Section for

creating a new announcement)

®
Group Name : [ Alpha ]
Exit Announcement : [ '1
Retry Announcement :
Retry Count :
Keys to Menu
Hold Music : Rebuy Demo Wellcome
K- Transfer
| Wellcome

6. Retry Count: This is the maximum number of attempts it takes to reconnect the caller

to the hunt group. It ranges from 1-9 as shown below:

Group Name : [ Alpha ]

Exit Announcement : [ ']

Retry Announcement : [ ']

Retry Count : [ b
Hold Music :

Alias :

(381

Add User :

User Name

User Name
Samuel Okpe
< |2

L R = s D= A = B S #¥)
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7. Select “Hold Music” if desired: This feature keeps the caller occupied while in the
queue. (Hold music can be added upon request to the Call Center Studio Team, the

sound file must be 16bit mono 8000hz .wav format).

Hold Music : b

8. In the “Alias” input box type an alias if desired. (Hunt groups are sets of endpoints

that share an alias or aliases. Alias makes it possible for registered endpoints to join or

leave the hunt group.)

9. Add User: Users are added to the hunt group by pressing the |l| button on the add
user column. The user name search button makes it easy for users to be found.
Similarly, the hunt group order ID for users can be changed by using the downward

and upward facing arrows.

User Name Huntgroup Order ID
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Note: A user can be removed from the hunt group by clicking on the delete button, -

located to the far right of the User’s name.

demo.callcenterstudio.com says

Cole Melendez user will be removed from group. Do you

want to continue?

C l
® Selecting the cancel button, el , will cancel the deletion.

o Selecting the OK button, “ will confirm the deletion.

10. Click the save button, Save
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Editing a Hunt Group

1. To edit a hunt group, click the edit button, “ , located on the far right after the

“Update Date” column. The following pop-up window will appear:

Group Name : { Alpha }

Exit Announcement : ‘

Retry Announcement : [ ']

Retry Count : ‘

Hold Music : [ '}

Alias : I ]

Add User : x v
User Name

User Name Huntgroup Order ID

Save Close

2. Make necessary changes

3. Click the save button, Save
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Deleting a Hunt Group

1. Click the delete button, * , located to the right of the edit button, “ . The following

pop-up window will appear:

demo.callcenterstudio.com says

Alpha user will be removed from group. Do you want to

continue?

E [
e Selecting the cancel button, MU , will cancel the deletion.

o Selecting the OK button, “ will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload and the deleted hunt group will not be shown.
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Wrapup Codes

Wrapup codes are a quick way to summarise important information in an interaction.

Name Codes
Matt 123
Campaigns Wrap Up Codes Not Decision Maker,No answer,Remove from list, Potential Interested!ll

i ddd

This step is used to designate topics covered on agent calls. These codes can be used to
quickly access reports. Calls logs can be accessed according to closing code results and
reports can be taken. Note: Wrapup codes are used only for outgoing calls not part of a

campaign.

Call Center Studio User Guide October 2020 Version



CallCenter

Creating a Wrapup Code

1. Click the new ** button, the following pop-up window will appear:

Name Popup Options

Save Close

2. Click the Name input box, type the desired wrapup code an example is shown below:
Name |Deal|

3. Click the Popup Options input box, (this section is used to change the size of the
Wrapup code pop-up option window) input the following formula and customize as

desired:

width=1500,height=1000,screenX=0,left=0,screen Y=0,top=0

4. Click the save button, Save . The new wrapup code will be displayed in the

wrapup code list as shown below:




Wrapup Codes

5. Wrapup codes can be accessed using the edit button. Click the edit button < of the

desired Wrapup code group name. The screen is shown below:

Name _'Deal | Popup Options |

Code

Code

< il

Save Close

6. To add a wrapup code, click the “Add” button, . , the following pop-up window will

appear:

demo.callcenterstudio.com says

Enter wrapup code

7. In the “Enter wrapup code” input box, type the desired wrapup code name.
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8. Click the “OK” button, . An example wrapup code is shown below:

Code

Example

e Use the edit button, © , to the right of the desired wrapup code to modify the code’s

name.

e Use the delete button, * , to delete the wrapup code. The following pop-up window

will be displayed:

demo.callcenterstudio.com says

Are you sure?

E [
e Selecting the cancel button, MU , will cancel the deletion.

e Selecting the OK button, “ will confirm the deletion.

9. Multiple wrapup codes can be created under one wrapup group name. For example:
Lead, Denied, No answer, are sample wrapup codes that could be in the same wrapup

code group. To create multiple wrapup codes, repeat steps 6-8.

10. Click the save button, Save
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Wrapup Codes

Editing a Wrapup Code

1. Click the edit “ button on the far right of the column of the desired wrapup code

group name. The following pop-up window will appear:

& New SMS Profile

Provider
Profile Mame
User Name
Password

Sender

2. Make the necessary changes

3. Click the save button,

Save

!Verimcr 'x
Demo
demo.callcenterstudio
lwelcome123!
Testing
Save Close
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Deleting a Wrapup Code

1. Click the delete button, * , located to the right of the edit button, “ . The following

pop-up window will appear:

demo.callcenterstudio.com says

Deal wrapup code definition will be deleted permanently.

Do you want to continue?

5 l
o Selecting the cancel button, A , will cancel the deletion.

o Selecting the OK button, “ will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload and the deleted wrapup code will not be shown.
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IP Phone

The IP phone tab is used to set up IP phones for agents to use in coordination with Call

Center Studio’s software.
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Adding an IP Phone

1. Click the new button, 2 o , in the top right corner the following pop-up screen will

appear as shown below:

& ADD IP PHONE

MAC Address |

Brand / Model v

Termnplate Number v

Agent
DND
Call Forward

Call Waiting

Save Close

2. Inthe “MAC Address” input box, type the MAC address of the desired IP Phone.
(Normally a 12 digit alphanumeric string located on the bottom of the IP phone or in

the settings on the phone.)
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3. Click the “Brand / Model” dropdown box, the following brands and models are

currently compatible with Call Center Studio’s software:

Brand / Model v
Termplate Humber | Ciseo SPAZ03
Yealink T19 - T19P
Agent Yealink T21 E2 - T21P E2Z
Yealink T2306G
OMD Yealink T27G
Yealink T29G
Call Forward Yealink T41S

4. Click the “Template Number” dropdown box, chose from the following template

numbers:
Template Number v
Agent {1
2
DND 3

5. Click the “Agent” dropdown box, select the desired agent for the IP phone. An

example is shown below:

Agent

DND 1l
Gerald Blanchard

Harold Kirk
Jared Walter

Call Waiting John Smith
Keyon Sweeney
Khloe Bond
Maggie Mccarty
MNatalia Carter

Ml Daleme

Call Forward
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6. Below the “Agent” dropdown box, the following checkboxes are shown:

DND
Call Forward
Call Waiting
DND When checked, the “Do Not Disturb”
feature can be used on the IP phone.
Call Forward When checked, the “Call Forward” feature
can be used on the IP phone.
Call Waiting When checked, the “Call Waiting” feature
can be used on the IP phone.
. Save . . .
7. Click the save button, . The following pop-up window will appear:

100%
|P Phone is saved

Okay

Okay
8. Click the okay button,




IP Phone

Editing an IP Phone

1. To edit an IP Phone, click the edit button, * , located on the far right of the IP MAC

address after the “Template Number” column as shown below:

Call Limit

0

After clicking the edit button, the IP Phone window will appear as shown:

| x®
a Edit IP PHONE :
MAC Address ’ 123546gh4232
Brand / Model ’ Cisco SPA303
Template Mumber Template 1
Ancot Cole Melendez v
DND 4
Call Forward L

Save Close

2. Make changes as desired.

Call Center Studio User Guide October 2020 Version



allCente

Sruene IP Phone

Deleting an IP Phone

1. From the IP Phone list, click the delete button, * , to the right of the edit button, i

When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

123546gh4232 will be deleted permanently. Do you want

to continue?

Cancel
o Select the cancel button, , to cancel the deletion.

e Select the OK button, “ to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted IP Phone will not be shown.
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Searching for an IP Phone

There are three ways to search for an IP Phone.

e MAC Address
e Brand/ Model

e User

MAC Address

1. Click the “MAC Address” input box, type the MAC Address, the input box is shown

below:

MAC Address

Note: Partial names can be used, when spelled correctly.

Brand / Model

1. Click the “Brand / Model” input box, type the Brand / Model, the input box is shown

below:

Brand / Model |

Note: Partial names can be used, when spelled correctly.
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1. Click the “User” input box, type the user’s name, the input box is shown below:

User

Note: Partial names can be used, when spelled correctly.
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Scripter

5

Scripter

Used to create, edit, and execute agent outbound scripts.
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Adding a Scripter

1. Click the Plus button, , in the top right-hand corner of the Scripter screen, the

following pop-up window will appear:

Scripter Name ﬂu

2. Click the “Scripter Name” input box (in red) and type the desired script name; an

example is shown below:

“"'i, allCenbter

ETUDI O

Example Script|

Step 1

Step 1
3. Click the “Step 1” button, - , the following window will appear on the

right-hand side of the screen:

Add Field Edit Field
Label

Step 1

¥ Show Navigation
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4. Click the “Label” input box, type the desired name for step 1, an example is shown

below:

Add Field Edit Field

Label

First Example Step

¥ Show Mavigation
Note the following transition will also occur on the left-hand side of the Scripter screen:

First Example
Step 1 —_— P
Step

Add Field
5. After the desired step name is assigned, click “Add Field,” IE . The

following window will appear:

Add Field Edit Field

1 Paragraph & Checkboxes

® Radio Buttons ® Drop Down

N POST & Date

Call Center Studio User Guide October 2020 Version



allCente

S TUDIO .
Scripter

Adding label Field

1. Click the “Label” button,

items will appear on the screen:

, the following

Example Script

First Example 3
Step : Label

2. Double click the “Label” window once clicked it will become shaded as shown

below:

 Label

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

@ Remove

Lahel

Label

] Required [ Show Summary [ Show in Report

3. Click the “Label” input box, type as desired.

Call Center Studio User Guide October 2020 Version



)
CallCenGer

Scripter

4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required Show Summary Show in Report

The following checkboxes are described below:

Required Marks the following field as required.

Show Summary "Viewing a Scripter" section shows an
example.

Show in Report Shows the field in the report.

Note: when the checkboxes are selected, they can be seen in red under the field details as

shown below:

i Example Label
: Required
: Show Summary

: Show in Report

5. Click the save button, m .
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Adding Paragraph Field

1. Click the “Paragraph” button, the

following items will appear on the screen:

Example Script

First Example
Step Paragraph

2. Double click the “Paragraph” window once clicked it will become shaded as shown

below:

Paragraph

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

© Remove

Label

Paragraph

[ Required [ Show Summary [ Show in Report

Value

3. Click the “Label” input box, type as desired.
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4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required Show Summary Show in Report

The following checkboxes are described below:

Required Marks the following field as required.

Show Summary "Viewing a Scripter" section shows an
example.

Show in Report Shows the field in the report.

Note: when the checkboxes are selected, they can be seen in red under the field details as

shown below:

 Paragraph

Required

- Show Summary

Show in Report

5. Click the “Value” input box, type as desired.

6. Click the save button, m .
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Adding Radio Buttons Field

® Radio Buttons
1. Click the “Radio Buttons” button, the

2

following items will appear on the screen:

Example Script

First Example :
Step : Radio Buttons

2. Double click the “Radio Buttons” window once clicked it will become shaded as

shown below:

| Radio Buttons

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

@ Remove

Label

Radio Buttons

[l Required [J Show Summary [ Show in Report

Options

Value Text

3. Click the “Label” input box, type as desired.
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4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required Show Summary Show in Report

The following checkboxes are described below:

Required Marks the following field as required.

Show Summary "Viewing a Scripter" section shows an
example.

Show in Report Shows the field in the report.

Note: When the checkboxes are selected, they can be seen in red under the field details as

shown below:

| Radio Buttons

: Required
: Show Summary

: Show in Report

5. Click the “Value” input box, type as desired.

6. Click the “Text” input box, type as desired.

[+
Note: To add a radio button, click the add button, .

To remove a radio button, click the remove button, u
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7. Click the save button, n .

Scripter
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Adding Button Field

1. Click the “Button” button, the

following items will appear on the screen:

Example Script

First Example Default
step

Default
2. Click the “Default” button, , once clicked the “Edit Field” for the Label

step will appear on the right-hand side of the screen as shown below:

Add Field Edit Field

© Remove

Label

Default

Class

Default v

Action

3. Click the “Label” input box, type as desired.
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4. Click the “Class” dropdown box. The following dropdown menu will appear:

Class

Default

Default
Blue
Red
Green
[ Yellow
| Dark Blue
Black

5. Select the desired button color.
6. Click the “Action” dropdown box. The following dropdown menu will appear:

Action

w

-_-———
| Next Step

Previous Step

GO 10

Finish Scripter

The following actions are explained below:

Next Step If the button is clicked, the next step will
appear.
Previous Step If the button is clicked, the previous step

will appear.

Go to If Go to action is used, the following

additional dropdown box will appear:

Select Step

Select

the button is clicked.

Select the desired step that will appear after
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Finish Scripter If the button is clicked, the scripter will

finish.

7. Click the save button, n .
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Adding POST Field
When using a CRM, it sends information to the web service to be pulled into CRM.
f» POST
1. Click the “POST” button, , the following

items will appear on the screen:

Example Script

First Example POST
Step

POST
2. Click the “POST” button, , once clicked the “Edit Field” for the Label

step will appear on the right-hand side of the screen as shown below:

Add Field Edit Field

@ Remove

Label

POST

Class

Default v

POST URL

Authorization
Username (Optional)

Password (Optional)

Parameters

3. Click the “Label” input box, type as desired.
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4. Click the “Class” dropdown box. The following dropdown menu will appear:

Class

Default

Default
Blue
Red
Green

[ Yellow

‘ Dark Blue
Black

5. Select the desired POST button color.
6. Click the “POST URL” input box, type the desired URL.

7. Under the Authorization subtitle, there are two optional input boxes, as shown below:

Authorization

Username (Optional)

Password (Optional)

If needed, type the Username and Password in the corresponding input boxes.
8. Click the “Parameters” dropdown box. The following dropdown menu will appear, as
shown below:

Parameters

All Contact Data
Scripter Data
All Contact Data with Scripter Data

The following parameters are explained below:

All Contact Data Only pulls data from Call Center Studio

tenant uploaded in the Contact section.
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Scripter Data Only pulls data from the scripter inputs.

All Contact Data with Scripter Data Pulls both the Call Center Studio tenant data

and the scripter inputs.

9. Click the save button, m .
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Adding Text Field

1. Click the “Text” button, , the following

items will appear on the screen:

Example Script

First Example :
Step i Text

2. Double click the “Text” window once clicked it will become shaded as shown below:

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

@ Remove

Label

Text

] Required [J Show Summary (] Show in Report

Validation

Select v

Value

3. Click the “Label” input box, type as desired.
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4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required () Show Summary [ Show in Report

The following checkboxes are described below:

Required

Marks the following field as required.

Show Summary

Shows the following field. "Viewing a

Scripter" section shows an example.

Show in Report

Shows the field in the report.

Note: when the checkboxes are selected, they can be seen in red under the field details as

shown below:

Text

Required
Show Summary

Show in Report

5. Click the “Validation” dropdown box. The following dropdown menu will appear, as

shown below:

Validation

Select

E-mail

Phone

TCKN

| Credit Card

Mumber

Minimum number
Maximum number
Insurance number
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6. Select the desired validation option.

7. 1Inthe “Value” input box, type as desired.

8. Click the save button, n .
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Adding Checkboxes Field
& Checkboxes
1. Click the “Checkboxes” button, , the

following items will appear on the screen:

Example Script

First Example :
Step : Checkboxes
=)

2. Double click the “Checkboxes” window once clicked it will become shaded as shown

below:

Checkboxes

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

@ Remove

Label

Checkboxes

[ Required (] Show Summary [ Show in Report

Options
Value Text

3. Click the “Label” input box, type as desired.
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4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required Show Summary Show in Report

The following checkboxes are described below:

Required Marks the following field as required.

Show Summary "Viewing a Scripter" section shows an
example.

Show in Report Shows the field in the report.

Note: when the checkboxes are selected, they can be seen in red under the field details as

shown below:

Checkboxes

Required
Show Summary

Show in Report

5. Click the “Value” input box, type as desired.

6. Click the “Text” input box, type as desired.

Note:

(+)
To add a checkbox, click the add button, -

To remove a checkbox, click the remove button, n
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7. Click the save button, n .

Scripter
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Adding Drop Down Field

© Drop Down
1. Click the “Drop Down” button, the

2

following items will appear on the screen:

Example Script

First Example
Step Dropdown

2. Double click the “Drop Down” window once clicked it will become shaded as shown

below:

Dropdown

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

@ Remove

Label
Dropdown

[ Required [ Show Summary [ Show in Report

Options
Value Text
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3. Click the “Label” input box, type as desired.
4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required Show Summary Show in Report

The following checkboxes are described below:

Required Marks the following field as required.

Show Summary "Viewing a Scripter" section shows an
example.

Show in Report Shows the field in the report.

Note: when the checkboxes are selected, they can be seen in red under the field details as

shown below:

Dropdown
Required

Show Summary

Show in Report

5. Click the “Value” input box, type as desired.
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6. Click the “Text” input box, type as desired.

Note:

[+
To add a dropdown selection, click the add button, -

To remove a dropdown selection, click the remove button, n .

To perform multiple data entry, click the “Multiple Data Entry” button,

, the following window will appear:

Multiple Data Entry

Add

Add
Type as desired, then click the “Add” button, - )

7. Click the save button, n .
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Adding Dynamic Drop Down Field

When using a CRM, allows the dropdown box selection to change dynamically based on

changes to a CRM.

® Dynamic Drop Down

1. Click the “Dynamic Drop Down” button,

the following items will appear on the screen:

Example Script

First Example
Step Dynamic Dropdown

2. Double click the “Dynamic Drop Down” window once clicked it will become shaded

as shown below:

Dynamic Dropdown

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

Label

Dynamic Dropdown

] Required [ Show Summary [J Show in Report

Source URL

Trigger
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3. Click the “Label” input box, type as desired.
4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required Show Summary Show in Report

The following checkboxes are described below:

Required Marks the following field as required.

Show Summary "Viewing a Scripter" section shows an
example.

Show in Report Shows the field in the report.

Note: when the checkboxes are selected, they can be seen in red under the field details as

shown below:

: Example Label
: Required
: Show Summary

: Show in Report

5. In the “Source URL” input box, type the desired source URL.

6. In the “Trigger” dropdown box, select the desired trigger.

7. Click the save button, m .
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Adding Date Field
@ Date
1. Click the “Date” button, , the following

items will appear on the screen:

Example Script

First Example :
Step : Date

2. Double click the “Date” window once clicked it will become shaded as shown below:

Also, the “Edit Field” for the Label step will appear on the right-hand side of the screen, as

shown below:

Add Field Edit Field

@ Remove

Label

Date

] Required [ Show Summary [ Show in Report

3. Click the “Label” input box, type as desired.

Call Center Studio User Guide October 2020 Version



)
CallCenGer

Scripter

4. Check as desired, the checkboxes located below the “Label” input box, as shown

below:

Required Show Summary Show in Report

The following checkboxes are described below:

Required Marks the following field as required.

Show Summary "Viewing a Scripter" section shows an
example.

Show in Report Shows the field in the report.

Note: When the checkboxes are selected, they can be seen in red under the field details, as

shown below:

 Date
Required

Show Summary

Show in Report

5. Click the save button, m .
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Editing a Field
1. Double click the desired field window, once clicked it will become shaded like the

example shown below:

 Label

Also, the “Edit Field” for the desired step will appear on the right-hand side of the screen like

the example shown below:

Add Field Edit Field

Label

Label

[ Required [ Show Summary (| Show in Report

2. Make the desired changes.

3. Click the save button, n .
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Deleting a Field
1. Double click the desired field window, once clicked it will become shaded like the

example shown below:

 Label

Also, the “Edit Field” for the desired step will appear on the right-hand side of the screen like

the example shown below:

Add Field Edit Field

Label

Label

[ Required [ Show Summary (| Show in Report

.
2. Click the remove button, .
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Adding a Scripter Step
1. Click the new button, , in the top right corner, the following pop-up screen

will appear:

Add Step

Save

2. Click the “Step Name” input box, type as desired. An example is shown below:

Add Step

Second Example Step ‘

Save

Save
3. Click the save button, - . The new step will be shown on the left-hand side of

the scripter screen.

Example Script

First Example
Step

Second
Example Step

4. Click the save button, n .
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Deleting a Scripter Step

1. Click the desired step, once clicked, the step will transition to red as seen below:

Second Second
Example Step Example Step

2. Click the delete button,

3. Click the save button, n .
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Editing a Scripter

1. To edit a scripter, click the edit button, , located on the far right of the Scripter

name after the “Date” column as shown below:
Date

2020-06-12 17:29:48 a

2. Make Changes as desired.

3. Click the save button, m .

4. Click the return button, , to return to the Scripter list.
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Deleting a Scripter

1. From the Scripter list, check the desired scripter, on right-hand side of the scripter

name as shown below:
Scripter List

Display 10 v records

Scripter Name

I Example Script

2. Confirm the deletion by clicking the delete button, - .
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Viewing a Scripter

1. To view a scripter, click the view button, m , located on the far right of the Scripter

. G
name after the edit button, , as shown below:

Date
2020-06-12 17:29:48 @

The following is an example pop-up window of the Example Script, showing a date step:

Customer Services - Google Chrome x

B demo.callcenterstudio.comfv2/en/scripter_mt.htmi?skey=ahRzfm11c3RlcmktaGlEbWY Ob GVyaXIV CxllUZNyaXBO

Example Script

First Call Date Profile information
Example ]

Step e ‘

Name
- June 2020 -
Mo Tu We Th Fr Sa Su
Surname
1 2 & -4 8 6 T
= > RERRD
8 9 10 11 pky 13 1 Phone
15 16 17 18 19 20 21
22 23 24 25 26 27 28
29 30 4 5 City

Active Phone

Summary

Note: The Profile information section on the right-hand side of the screen will pull
information regarding the contact that is run through the campaign (assuming the

information was added to the contact on the Call Center Studio contact list section.
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Also, if “Show Field Summary” checkbox was selected for the fields, the field name will be

displayed below the Profile Information section, as shown below:

Profile Information

Name
Surname
Phone
City

Active Phone

Summary

» Call Date :

2. After viewing, click the “X,” . , to exit.
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Searching a Scripter

1. Click the “Search” input box, type the scripter’s name, the input box is shown below:

Search :

Note: Partial names can be used, when spelled correctly.
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Grammar

Grammar

Adding a Grammar

1. Click the new button, + , in the top right-hand corner, the following pop-up screen

will appear as shown below:

& New Grammar

Grammar Mame

Description

File ' Choose File | No file chosen

Save Close
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2. Inthe “Grammar Name” input box, type the desired name.

3. In the “Description” input box, if desired, type a description.

4. Click the “Choose File” button, \Shoose Flg | . The file explorer will appear, as

shown below:

Cancel Open File Q Open
© Recent « @MATT Downloads »
2t Home Name Size Type  Modified «

[ Documents

J+ Downloads

dd Music
3 Pictures

vl Videos

5. Double click the desired grammar file. The grammar rule will appear in the pop-up

window, as shown below:

Bl | Choose File |Grammar Rule
Save
6. Click the save button, . The following pop-up window will appear:
x
100%
Okay
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kay

o]
7. Click the okay button, . The newly created grammar will appear in the

grammar name list, as shown below:

MName

Mame

New Grammar Example
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Editing a Grammar

1. To edit a grammar, click the edit button, “, located on the far right of the Grammar

name after the download button, * , as shown below:

Description

Example ’ X
2. Make changes as desired.
Save
3. Click the save button, . The following pop-up window will appear:
100%
Okay
Okay

4. Click the okay button,
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Downloading a Grammar

1. To edit a grammar, click the download button, ~ , located on the far right of the

grammar name after the “Description” column as shown below:

Description

Example

Deleting a Grammar

1. From the Grammar name list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

New Grammar Example grammar will be deleted
permanently. Do you want to continue?

Cancel
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted grammar will not be shown.
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Searching for a Grammar

1. Click the “Name” input box, type the grammar’s name, the input box is shown below:

Name

Note: Partial names can be used, when spelled correctly.
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Applications

Adding an Application

1. Click the new button, + , in the top right corner the following pop-up screen will

appear as shown below:

& New Application

Application Name

IP Authentication
Authorised IP Address

Location

2. Click the “Application Name” input box, type the desired name.

Active
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3. Click the “IP Authentication” dropdown box. The following dropdown menu will

appear:
IP Authentication Active ¥

Authorised IP Address Passive |

Note: Only used when IP authorization is needed, “Active’ needs to be selected. Otherwise,
select “Passive.”

4. Select the desired IP Authentication.

5. In the “Authorised IP Address” input box, type the authorized IP address.

6. If the created application is only desired to be used at specific locations, click the

“Location” dropdown box and select the desired location (See the Location section for

creating a location).

7. Click the save button, A . The following pop-up window will appear:

100%

Okay

8. Click the “Okay” button, Ohay
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Editing an Application

1. To edit an application, click the edit button, * , located on the far right of the
application name after the “Deleted” column as shown below:

Deleted

2. Make changes as desired.

Save
3. Click the save button, . The following pop-up window will appear:

100%

Okay

. Okay
4. Click the okay button,
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Deleting an Application

1. From the Application name list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Example Application Applications will be deleted
permanently. Do you want to continue?

Cancel
o Select the cancel button, , to cancel the deletion.

o Select the OK button, “ to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload and to the right of the deleted application name in the “Delete

Column” will say “Yes” as shown below:

Deleted

Yes
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Searching for an Application

1. Click the “Name” input box, type the application’s name, the input box is shown

below:

MName

Note: Partial names can be used, when spelled correctly.

Call Center Studio User Guide October 2020 Version



Tags

Tags

Tags are the various methods through which managers and agents can quickly identify
an individual call or set of calls. Tags are used to distinguish calls from one another and serve

as a reminder for future actions. The image below is an outline of the tag section

R UG RET I  Changes will be saved automatically

Tags Delete agent chat
=+ | Customer Service =+ Add Child Tag x (=] 7]
=+ | Testing + Add Child Tag »® = 7]
=+ Testing =+ Add Child Tag x
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Adding a tag

3 Add Root Tag

2. Input the desired name of the root tag in the blank section shown below

1.  To create a root tag, click the add root tag button.

-+
3. Select the “agent” or “chat” checkbox(es) as desired.
Creating a Child Tag

Child Tags are subtags to the Root Tag created.

1. Click the “Add Child Tag” button, T "99CMATAG e following will be displayed

below the Root Tag:
= testing + Add Child Tag x
+ ‘ ‘ + Add Child Tag x

2. Type the desired name for the tag.

3. Select the “agent” or “chat” checkbox(es) as desired.

Editing a Tag or a Child Tag

1. For any tag or child tag, click the text input box of the tag’s name to modify the tag’s

name.

2. Select and Deselect the “agent” and “chat” checkboxes as desired.
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Deleting a Tag or a Child Tag

1.  Tags can be deleted by pressing the delete % button on the column of the desired tag.

The following pop-up window will appear:

demo.callcenterstudio.com says

Are You Sure To Delete This Node? [

5 l
o Selecting the cancel button, U , will cancel the deletion.

o Selecting the OK button, “ will confirm the deletion.
The screen will reload and the deleted tag will not be shown.

Note: the child tags must be deleted before deleting the root tag. Using the same instructions

as above, child tags can be deleted.
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Integrations

Integrations

Some third-party integrations are built directly into the tenant. They can be found under the

Integrations tab.

=] CaliCenter
IlyZico @ TUSLA @ Dialogflow

Note: Dialogflow is the only integration that is explained in the Call Center Studio Manual.

If desired, other integrations can be set up by the assigned Call Center Studio Project

Manager.

Select Dialogflow; the following screen will appear:

CaliCener
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Creating a Dialogflow Project
1. Click on the add button, , located on the top right corner of the Dialogflow tab.

The following will appear as shown below:

& Dialogflow Project Settings

Dialogflow Project ID ‘ |

Service account is required for this area o

Service Account Email |

Private Key ID

Private Key | ‘

[Token URI

Type ‘ Chat v

Save Close

After creating a JSON private key in the Google Dialogflow account, the following

information can be retrieved and entered into the input boxes (If experiencing issues, please

contact the assigned Call Center Studio Project Manager):

2.

Click the “Dialogflow Project ID” input box, type the project ID from the JSON
private key.

Click the “Service Account Email” input box, type the client email from the JSON
private key.

Click the “Private Key ID” input box, type the private key id from the JSON private
key.

Click the “Token URL” input box, type the token URL from the JSON private key.
Click the “Type” dropdown menu, select whether the Dialogflow will be used for chat

or call.
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Editing a Dialogflow Project

1. Click the edit button, “ , located to the far right of the project name.
2. Make the necessary changes.

3. Click the “Save” button, Save

Deleting a Dialogflow Project

1. From the Dialogflow project name list, click the delete button, * , to the right of the
edit button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Example Dialogflow Project will be deleted permanently.

Do you want to continue?

& [
o Selecting the cancel button, MU , will cancel the deletion.

e Selecting the OK button, “ will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted Dialogflow project will not be shown.
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Searching for a Dialogflow Project

1. Click the “Dialogflow Project ID” input box, type the project name the input box is

shown below:

Dialogflow Project ID

Note: Partial names can be used, when spelled correctly.
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Admin Activities

Admin Activities

The Admin Activities section provides records of all admin activities: to include additions,
modifications, and deletions. Through this section, all activities can be searched and filtered,

as explained below.
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Searching for an Activity

There are five ways to search for an Activity. Activities can be searched for using the

separate filter options or a combination of filter options explained below:

Direct

All activities are listed in chronological order (most recent first) in the activity feed as shown

below:

Action Date

2020-04-16 20:04:42
2020-04-16 19:58:35
2020-04-16 19:51:23
2020-04-16 19:30:41

2020-04-16 19:49:01

User

matthew.christina@callcenterstudio.com
matthew.christina@callcenterstudio.com
matthew.christina@callcenterstudio.com
matthew.christina@callcenterstudio.com

matthew.christina@callcenterstudio.com

1. Use the scroll bar on the right-hand side of the activity feed screen to scroll up and

down to find the activity directly; the 75 most recent activities are shown. If desired,

more activities can be displayed by clicking the “Show More” button,

Show more

, displayed in the middle at the bottom of the first 75 activities. As

shown below:

Show more

contact

2. After finding a specific activity, the activity can be viewed in detail by clicking the

highlighted in blue Action Date as shown below:
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Once the highlighted in blue Action Date, is clicked, the following information can be

observed:

Action Details

Action Date: 2020-04-14 20:25:40

User Name: matthew.christina@callcenterstudio.com
Admin User Name:

App Token:

Resource Type: contact

Action: update

Details:

Resource ID: ahRzfm11lc3RlcmktaGl6bWVObGVyaXIUCXIHQ29udGFdBIAGLIB5ZyOCayiARIKZW IvLmMNhbGxjZWS0Z X JzdHVkaWBu'Y 29t

Source IP: 37.130.123.208

Action Date

2020-04-16 20:04:42

Source UA: Mozilla/5.0 (X11; Linux x86_64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/79.0.3945.88 Safari/537.36

DLD
listname=null

2 nationalid=United States

3 workphone=null

4 description=null

gender=

company=John's Call Center
list=null

customerid=null

9 dateofbirth=2020-04-09

10 workaddress=null

1| elastic_status=null

12 IsDeleted=false
homeaddress=null

14 | mobilephone=null

5 customfields=null

15 | otherphone=null
email=johnsmith@johnscallcenter.com
15 | homephone=null

19| name=John Smith

As seen above, these action details show the update of a contact within the contacts section of

the Administrator screen.

(%)

NEW

listname=null
nationalid=United States
_workphoneZnull
description=Call Center
gender=

company=John's Call Center
list=null

customerid=null

9| dateofbirth=2020-04-09

0 workaddress=181 John's Way, Anywhere, USA, 10000

elastic_status=null
IsDeleted=false

homeaddress=101 John's Way, Anywhere, USA, 10680

mobilephone=null

customfields=null

otherphone=null
email=johnsmith@johnscallcenter.com
homephone=null

name=John Smith

oiff view generated by jsdifflib

Call Center Studio User Guide

October 2020 Version



Admin Activities

Action Date

The activity can also be filtered according to a date range, as demonstrated below:

1. Click the “Action Date” start date input box. A calendar pop-up will appear to

facilitate proper start date selection, as shown below:

Action Date

Action Date

2020-04-16 20:04:42
2020-04-16 19:58:35
2020-04-16 19:51:23
2020-04-16 19:50:41
2020-04-16 19:49:01

2020-04-16 19:45:29

Mo Tu

13 14
20 21
27 28

April 2020 =
We Th Fr Sa Su
1 2 3 4 5K
8 9 10 11 12 i
15 16 kM 18 19 ic
22 23 24 25 26 |c

29 30 1 2 3§

2. Select the desired start date range, as demonstrated below:

Action Date  01/03/2020

3. Click the “Action Date” end date input box. A calendar pop-up will appear to

facilitate accurate end date selection, as shown below:

- ‘ B User FEr

- April 2020 -

1ew.christina@callcenterstudio.com
1ew.christina@callcenterstudio.com
1ew.christina@callcenterstudio.com
1ew.christina@callcenterstudio.com
1ew.christina@callcenterstudio.com

1ew.christina@callcenterstudio.com

Mo Tu We

1 1
6 7 8

13 14 15 16

20 21 22
27 28 29

Th Fr Sa Su
2 3 4 5
9 jap) 1. 12

17 Q]

23 24 25 26

30 1 2

4. Select the desired end date range as demonstrated below:

Action Date | 01/03/2020

31/03/2020
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Apply Filte
5. Click the Apply Filter button, , the filtered date range will be displayed

in the activity feed showing the start date range first as shown below:

Action Date

2020-03-30 17:23:09
2020-03-30 13:26:42
2020-03-30 13:12:56

2020-03-30 13:12:16

User

cemal.yilmaz @callcenterstudio.com
umut.turhan@callcenterstudio.com
umut.turhan@callcenterstudio.com

umut.turhan@callcenterstudio.com
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User

1. Click the “User” input box, type the desired user’s complete email address, as shown

below:

User | matthew.christina@callcents

Apply Filte
2. Click the Apply Filter button, , the filtered User range will be

displayed in the activity feed showing the most recent date range first as shown

below:
Action Date User
2020-04-16 20:04:42 matthew.christina@callcenterstudio.com
2020-04-16 19:58:35 matthew.christina@callcenterstudio.com
2020-04-16 19:51:23 matthew.christina@callcenterstudio.com
2020-04-16 19:50:41 matthew.christina@callcenterstudio.com
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Resource Type

1. Click the “Resource Type” input box. A dropdown list will appear to facilitate proper

resource type selection, as shown below:

Resource Type | "

HuntGroupMember
admin_advanced settings
application

attendant

attendant_siep

black_list

campaign
campaign_phone_profile
contact

huntgroup

er

incomingcall
quality_evaluation_form
quality_evaluation_layout
queue

quele_user

scripler

smsprofile
speech_grammar .

2. Choose the desired Resource Type; an example is displayed below:

Resource Type | HuntGroupMember v

Apply Filter
3. Click the Apply Filter button, , the filtered resource type range will be
displayed in the activity feed showing the most recent date range first as shown

below:

Resource Type
HuntGroupMember
HuntGroupMember

HuntGroupMember
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Action
1. Click the “Action” input box. A dropdown list will appear to facilitate accurate action

selection, as shown below:

Action r
[ ——

addagenttogqueue
addmembertohuntgroup
create
delete
deletehuntgroupmember
editmembertohuntgroup
removequeuebyagent
selcampaignStatus
update

2. Using the dropdown list, choose the desired action. An example is displayed below:

Action | create v

Apply Filter
3. Click the Apply Filter button, , the filtered action range will be

displayed in the activity feed showing the most recent date range first as shown

below:

Action
create
create
create

creaie
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Incoming Chat

Incoming Chat

All chats need an incoming chat associated with them. This section is to activate the chat and,

if desired, create time constraints when the chat is in use.
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Creating an Incoming Chat

1. Click the New button, + , located in the top right corner of the incoming chat screen.

The following pop-up screen will appear, as shown below:

@ Edit Incoming Chat

Incoming Chat [ ‘
Chat Widget *
Date ‘ ‘
Start Time ‘ ‘
Finish Time ‘ ‘
Days of week Monday
| Tuesday
Wednesday
[ Thursday
Friday
Saturday
L ISunday
Default

Active

Hide Widget If Offline

Offline Message

Save Close

2. Click the “Incoming Chat” input box, type the desired incoming chat name as seen

below:

Incoming Chat Chat
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3. Click the “Chat Widget” input box, a dropdown of created chat widgets will appear
(See Chat Widgets > Creating a Chat Widget section for details on creating a chat

widget) as shown below:

Chat Widget -
Q
Bate Whatsapp

4. Select the desired chat widget; an example is displayed below:

Chat Widget | Chat X o

5. Click the “Date” input box. A calendar pop-up will appear to facilitate accurate date

selection, as shown below:

Date ‘
Start Time | ‘
Su Mo Tu We Th Fr Sa
Finish Time
1 2 3 4
5 6 7 8 9/ 10 11
Days of week

12 13| 14 15| 16| 17| 18
19| 20| 21| 22| 23| 24| 25
26| 27| 28| 29| 30
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6. Select the desired date; an example is displayed below:

Date 2020-04-01

7. Click the “Start Time” input box. A dropdown list will appear to facilitate accurate start

time selection, as shown below:

Start Time | J

00:00:00 -+ ]
Finish Time 00:30:00 J
01:00:00
Days of week 01:30:00
02:00:00
02:30:00
03:00:00 ~

8. Select the desired start time; an example is displayed below:

Start Time 06:00:00

9. Click the “Finish Time” input box. A dropdown list will appear to facilitate accurate

finish time selection, as shown below:

Finish Time

00:00:00 -
Days of week 00:30:00
01:00:00
01:30:00
02:00:00
02:30:00
03:00.00 -~
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10. Select the desired finish time; an example is displayed below:

Finish Time 22:00:00

11.  Inthe days of the week section, Select the checkboxes for the days of the week that

the incoming chat will appear on the agent’s screen, an example is displayed below:

< Monday

¢ Tuesday

#Wednesday

¢ Thursday

wIFriday
Saturday
Sunday

Days of week

12. If the desired the “Default” box can be checked to allow the chat to make the

following incoming chat rules the default:

Default L

13. Check the “Active” checkbox. The checkbox needs to be selected for the chat to be

used as shown below:

Active |
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14.  Check the “Hide Widget if Offline” checkbox to hide the incoming chat widget if
offline. When the chat widget is embedded in a website, the chat icon will not appear

for visitors if there are no available agents) as shown below:

Hide Widget If Offline 4

15.  Click the “Offline Message” input box (offline messages are only used if the “Hide
Widget if Offline” checkbox is selected) type an offline message an example is shown

below:

Offline Message Hello, we will respond shortly. }

16. After all the desired additions have been made, click the save button, Save ,

the following pop-up window will appear:

100%
Incoming Chat settings saved.

Okay

17. Click the Okay button, Okay , to acknowledge the addition. The new

incoming chat will be located in the Incoming Chat list as seen below:

Incoming Chat
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Editing an Incoming Chat

1. To edit an Incoming Chat, click the edit button, “, located on the far right of the
Incoming Chat Name after the “Active Column” as shown below:

Active

After clicking the edit button, the incoming chat pop-up window will appear as shown:

‘ ®

@ Edit Incoming Chat
Incoming Chat Chat| |
Chat Widget S *
Date 2020-04-01 |
Start Time 06:00:00 |
Finish Time 22:00:00 |
Days of week flMOﬂday

¥ Tuesday

+Wednesday

¥ Thursday

IFriday

|Saturday

[_ISunday
Default 4]
Active |+
Hide Widget If Offline [}
Offline Message Hello, we will respond shortly.

Save Close
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2. Make changes as desired.
3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

®

100%
Incoming Chat seftings saved.

Okay

. Okay
4. Click the Okay button, , to confirm the changes.
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Deleting an Incoming Chat

1. From the Incoming Chat Name list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Test Campaign campaign will be permanently deleted. Do

you want to continue?

Cancel
o Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted incoming chat will not be shown.
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Searching for an Incoming Chat

1. Click the “Incoming Chat” input box, type the incoming chat’s name as shown below:

Incoming Chat | Cha

Note: Partial names can be used, when spelled correctly.
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Chat Widgets

Creating a CCS Chat Widget (Settings Tab)

CCS chat widget is another name for creating a web chat widget.

1. Click the “New” button, + , located in the top right corner of the Chat Widget screen,

the following pop-up screen will appear as shown below:

| settings Template Messages Customize

& New Chat Widget

Widget Name

Widget Type CCS Chat v

Queue

ICR

Initial Status

[
[
[
[
[
[
[
[
[
[

Subtitle

Height

Width

Language English v

Tag -

-

Save Close
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Note: All the input boxes are not shown in this photo, the user has to use the scroll bar on the

right-hand side of the input box to view the additional input boxes.

2. Click the “Widget Name” input box, type the desired name an example is shown

below:

Widget Mame Chat

3. Click the “Widget Type” input box. A dropdown menu will appear an example is

shown below:
Widget Type |{Z{:5 Chat v
CCS Chat
Queus Facebook Messenger
Infobip
Whatsapp Business
ICR | v

4. Select the “CCS Chat” widget from the dropdown list an example selection is shown

below:

Widget Type CCS Chat L

5. Click the “Queue” input box, a dropdown menu will appear with available queue

selections (See Queue Section to enable chat on a queue) an example is shown below:

Queus ‘ Chat v

ICR inbound \
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6. Select the desired queue from the dropdown list an example selection is shown below:

Queus Chat ']

7. Select the “ICR” input box, a dropdown menu will appear with ICR selections (See the

ICR section for more details) an example is shown below :

ICR ‘ ¥

Initial Status test

Note: Interactive Chat Response brings an IVR tree to a chat platform. It can be used in all
chat channels, webchat, Facebook, WhatsApp, etc. It enables customers to self select their
queues, make requests, etc.

8. Select an ICR from the dropdown list, if desired. An example selection is shown below:

ICR test ¥

9. Click the “Initial Status” input box a dropdown menu will appear. An example is

shown below:

Initial Status | v

Title Waiting
L

Note: This selection can only be used when an ICR is not used. This status is used for

’

reporting to show the initial status as “waiting,” “blank,” or “ICR Status.’
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10. Select the desired initial status or none at all from the dropdown selection, an

example selection is shown below:

Initial Status Waiting v

11. Click the “Title” input box, type a name for the Chat (Customer will be able to see

the title when using webchat only) an example is shown below:

Title Live Support

12. Click the “Subtitle” input box, type a name for the subtitle of the chat (can be the

same as the chat title) an example is shown below:

Subtitle Live Support

Note: A subtitle needs to be entered to create the chat widget.
13.  Click the “Height” input box type the desired height (Pixels) of the chat window.

An example is shown below:

Height 300

14. Click the “Width” input box type the desired width (Pixels) of the chat window.

An example is shown below:

Width 300
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15. Click the “Language” input box. A dropdown list of added languages to the tenant
will appear in the following example Turkish, and English were added to the tenant as

shown below (Other languages can be added by contacting the Call Center Studio

Project Manager):
|
Language | Enghsh v‘
|
Tag Turkish !
16. Select the desired language from the dropdown list. An example is shown below:
Language [Eng[ish v

Select
17.  Ifatagis desired, click the Select button, - to the right of the “Tag” input

box, the following pop-up window will appear:

Search
\

(SCIEVECE () Group Select

Customer Service

Save Close

Note: Only Tags made available for the chat can be viewed here (See Tag Section)
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18.  Search for a Tag using the “Search” input box shown below:

Search
| |

Note: Partial Tag names can be used for searching purposes. All Tags with the partial name

will have their name appear in red font as shown below:

Search

|CIJ X

(OERE [ | Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection (Used for child tags)
Press the Collapse button, Culape , to collapse the selection (Used for child tags)

Check the Group Select Checkbox, -/ Group Select , to group select tags

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

S (| Group Select
Customer Service
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Note: To delete a Tag from the selection simply click the “X,” ﬂ to the right of the tag
name.

19.  Once the desired Tag selections have been selected, they can be viewed to the right

Save

of the tag list box click the save button, , the “Tag” input box with an

example selection is shown below:

Tag CIMEROTIErSETVICR: X

20. Click the “Support Email” type the desired support email. An example is shown

below:

g

Support E-Mail johnsmith@johnscallcenter.com

21. Following the Support Email input box, there are three checkbox selections

outlined below to select the desired checkboxes:

Email Optional Makes the email input field optional when a

customer starts a chat (See example below).

Phone Optional Makes the phone number input field

optional when a customer starts a chat (See

example below).

Shi Erided Chats onithe Shows the ended chat on the agent screen.

Agent Screen.

Call Center Studio User Guide October 2020 Version



lIiCente

sruveno Chat Widgets

Below is an example chat window: If the “Email Optional” and “Phone Optional”
checkboxes are left unchecked, the visitor of the website will have to input this data before

starting the chat:

Live Support

Name Surname
Email

Phone Number

Start Chatting

22. Click the “Title Background Color” input box. A color palette will appear, as

shown below:

Title Background Color IFFFFFF

Title Text Color '
Start Button Color I
Send Button Color + !

Note: the default color code is “FFFFFF” representing the color white. All colors within the

palette have unique color codes so they can be duplicated.
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23.

24.

25.

26.

27.

Select the desired custom color an example selection is shown below:

Title Background Color AGEDFF

Click the “Title Text Color” input box, repeat steps 20 -21.

Click the “Start button Color” input box, repeat steps 20-21.
Click the “Send button Color” input box, repeat steps 20-21.
Click the “Logout button Color” input box, repeat steps 20-21, an example is

shown below once all of the custom color selections have been completed:

Title Background Color AGEDFF

Title Text Color 67FF98
Start Button Color FF4365
Send Button Color FFF3265

Logout Button Color 000000

Call Center Studio User Guide October 2020 Version



lIiCente

S TUDIO Chat Widgets

28.  Click the “System Nickname” Input box, if desired, type a system nickname the

example is shown below:

System Mickname [ Customer Service CCS Chat ]

The system nickname is shown at the top of each message sent an example is shown below:

Live Support

Matt 17:58:58

Can you help ma?

Customer Service CCS Chat 18:00:47
Chat is finished.

Start a new chat

29.  Click the “Send Chat History to Customer” input box, a dropdown list will appear

with the following two options:

Lend chat history to ¥
customer

Ask Customer

Chat History Agent Title Always
!

Note: the selection can also be left blank.
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30. Select the desired option; an example selection is shown below:

#

Send chat history to Ask Customer v

customer .

31. Click “Chat History Agent Title”, type a title an example is shown below:

Chat History Agent Title

Agent ‘

h,

Note: This screenshot has been taken from the Chat Record in the Quality Control using the
Chat History Tab, The “Chat History Agent Title” can be found in between the agent’s name

and the chat date as shown below:

John Smith - Queue - 2020-07-07 19:35:44

How can | help you?
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32. Click the “Widget Versions” input box, a dropdown list of created widget versions
will be displayed along with a customize option an example dropdown selection is

shown below:

Widget versions _"u"-:-!r.‘iiill'. 1 v
Version 1
Choose Chat Widget Icon | Version 2 |
_Euﬁlnnlix:—e |
Version 1 Shows the chat window on the customer’s

screen with square corners. (Used for

webchat aka CCS Chat)

Version 2 Shows the chat window on the customer’s

screen with rounded corners. (Used for

webchat aka CCS Chat)

Customize Shows the chat window on the customer’s
screen with rounded corners, and a custom
logo can be added to the chat window as

well. (Used for webchat aka CCS Chat)

33. Select the desired widget version an example selection is shown below:

Widget Versions Version 1 v
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34.  To the left of the title “Chose Chat Widget Icon,” (Used exclusively for creating an

icon for the webchat (aka CCS Chat) files can be uploaded in .png, .jpeg, .jpg) click the
choose file button, Choose File ¢ create a custom chat icon from saved photos on
the device. A pop-up window will appear showing the saved files as shown below:

Cancel Open File Q

) Recent 4 | XMATT | Pictures »

4r Home Name Size Type Modif
[ Documents
J Downloads

dd Music

vl Videos

+ Other Locations

35.  Ifacustom icon is desired, navigate to the appropriate saved location, and select
the appropriate image. Once selected, the pop-up window will show the saved image.

An example is shown below:

Choose Chat Widget Icon | Choose File-fp‘.creenshmf_. 0-21-31.png

36. Next to the “Auto Finish” checkbox, check auto finish if desired to auto finish the

chat, the checked “Auto Finish” checkbox is shown below:

Auto Finish L4
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37. In the “Auto Finish Duration” input box type the desired time frame for the chat to
auto finish (only can be used if the “Auto Finish” checkbox is checked) an example

time frame is shown below:

Auto Finish Duration 180)

38. Click the “Action Type After Parking” input box a dropbox will appear. Select, if

desired, the appropriate action after parking. The three actions are described below:

Golo Queue. . - | When parking is pressed by the agent, the

customer will be transferred to the queue.

Go o Queue and reserve the parking agent. When parking is pressed, the customer will
be placed on hold. Agents can answer other
chats, but when the customer responds, the

same agent will receive the chat.

Start ICR. When parking is pressed, the customer will
be transferred to the ICR assigned to the

chat widget.

Note: Parking is used by the agent to transfer the customer to the queue, put the customer on
hold, or transfer the agent to an IVR as described above. The agent must know what parking

means for each chat widget.
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39.  Inthe “First Welcoming Message” input box, type a first welcoming message for

the chat if desired an example is shown below:

First Welcoming Message Hello,

Thank you for using our chat system.

40. In the “Welcoming Message” input box, type a welcoming message for the chat if

desired an example is shown below:

=
M lEoing Meissine How can | help you today?|

41.  Inthe “Closing Message” input box, type a closing message for the chat if desired

an example is shown below:

It |
Elriskis Messig: Have a nice day!
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42.  Inthe “Agent left Message” input box, type an Agent Left message for the chat if

desired an example is shown below:

Recrt Lok Micssoe The agent has left the chat. A new agent will join shortly.

43. In the “Queue Message” input box, type a queue message for the chat if desired an

example is shown below:

Sy A customer service agent will be with you shartly.

44.  In the “Auto FInish Message” input box, type an auto finish message for the chat if

desired an example is shown below:

1
Auto Finish Message Goodbye!
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45.  Inthe “Transfer Message” input box, type a transfer message for the chat if desired

an example is shown below:

Tranifes bisssags Transferring now... |

46. In the “Auto Finish Duration” input box, type a time duration for the chat to Auto

Finish if desired an example is shown below:

Auto Finish Message 180
Duration .

47. If a legal message is desired in the chat check the checkbox entitled “Legal
Requirements,” when the box is checked the following “Legal Text” input box will be
displayed:

Legal Requirements L4

Legal Text

48. If desired in the “Legal Text” input box type the desired legal text.
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49. If supervisor notifications are desired for the chat, check the checkbox entitled
“Supervisor Notification,” when the box is checked the following will be displayed:

Supervisor Notification L4

Periodic Supervisor
Motification

Supervisor Notification
Duration

Only Own Files

: Add User:
Add Supervisor

Add

User Name

User Name

>

50.  If periodic supervisor notification is desired, check the “Periodic Supervisor
Notification” checkbox as displayed below (When selected if an agent does not respond
within the Supervisor Notification Duration to a customer’s chat, the supervisor will

receive a notification):

Periodic Supervisor L4
Motification
51. Click the “Supervisor Notification Duration” input box, type the desired supervisor

notification duration an example is displayed below:

Supervisor Motification 1 Sq
Duration .
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52. Check the “Only Own Files” checkbox. An example is shown below (When
selected agents cannot upload files from their desktop to send to a customer, they can

only use the template messages created in the tenant with attachments):

Only Own Files L

53. Click the “Add Supervisor” input box and start typing the name of the supervisor.

A dropdown list will appear to facilitate in choosing a supervisor as shown below:

Add Supervisar add Lisel
| Add
Gerald Blanchard
Usaer Mame
Harold Kirk
| Jared Walter
User Mame John Henry
> John Smith
Keyon Sweeney
Khloe Bond
54. Select the desired Supervisor and click the add button, Add
55. The supervisor’s name will appear in the “User Name” field an image of this field

1s shown below:

User Name

User Name

Gerald Blanchard X
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Note: To delete a supervisor, click the delete button, * , located to the right of the
supervisor’s name.

56.  If Template Messages or customized messages are desired (See the Template

Messages and Customize Sections) otherwise click the save button, S&V€ | the

created CCS chat can be viewed in the chat widget name list as shown below:

MName

Mame

Chat
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Creating a Facebook Messenger Chat Widget (Settings Tab)

1. Click the “New” button, + , located in the top right corner of the Chat Widget

screen, the following pop-up screen will appear as shown below:

| settings Template Messages Customize

& New Chat Widget

Widget Name | ‘
Widget Type |,CCS Chat '\
Queue | v
ICR | v
Initial Status | v
Title | ‘
Subtitle | ‘
Height | ‘
Width | ‘
Language |2English v

Save Close

Note: All the input boxes are not shown in this photo, the user has to use the scroll bar on the

right-hand side of the input box to view the additional input boxes.
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2. Click the “Widget Name” input box, type the desired name an example is shown

below:

Widget Name Facebook Messenger|

3. Click the “Widget Type” input box. A dropdown menu will appear an example is

shown below:

Widget Type |L‘L‘S Chat v
|

Queus Facebook Messenger
Infohip
Whatsapp Business

ICR | v

4. Select the “Facebook Messenger” Chat widget from the dropdown list an example

selection is shown below:

Widget Type Facebook Messenger v

5. Click the “Verify Token” input box, type the verify token (can be any parameter
desired, such as a password, company, etc. It will be used on the Facebook developer
screen).

6. Click the “Page Access Token” input box, type the page access token. This token is
generated automatically by Facebook. It is obtained by selecting the appropriate pages

on Call Center Studio and on Facebook desired to be linked together.
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7. Click the “Queue” input box, a dropdown menu will appear with available queue

selections (See Queue Section to enable chat on a queue) an example is shown below:

Queue | Chat L
|

ICR inbound \

8. Select the desired queue from the dropdown list an example selection is shown below:

Queus [Ch at "’]

9. Select the “ICR” input box, a dropdown menu will appear with ICR selections (See

the ICR section for more details) an example is shown below:

ICR ‘ 'l

Initial Status test

Note: Interactive Chat Response brings an IVR tree to a chat platform. It can be used in all

chat channels, webchat, Facebook, WhatsApp, etc. It enables customers to self select their

queues, make requests, etc.

10. Select an ICR from the dropdown list if desired an example selection is shown below:

ICR test ¥

Call Center Studio User Guide October 2020 Version



Chat Widgets

11. Click the “Initial Status” input box a dropdown menu will appear an example is

shown below:

o i
Initial Skatus | L

Title Waiting
|

Note: This selection can only be used when an ICR is not used. This status is used for

’

reporting to show the initial status as “waiting,” “blank,” or “ICR Status.’
12. Select the desired initial status or none at all from the dropdown selection, an example

selection is shown below:

Initial Status Waiting v

.

13. Click the “Title” input box, type a name for the Chat (Customer will be able to see) an

example is shown below:

Title [ Live Support

14. Click the “Subtitle” input box, type a name for the subtitle of the chat (Customer will

be able to see) an example is shown below:

Subtitle Live Support

15. Click the “Height” input box type the desired height (Pixels) of the chat window. An

example is shown below:

Height 300
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16. Click the “Width” input box type the desired width (Pixels) of the chat window. An

example is shown below:

Width 300

17. Click the “Language” input box, a dropdown list of added languages to the tenant will
appear in the following example Turkish, and English were added to the tenant as
shown below (Other languages can be added by contacting the Call Center Studio

Project Manager):

Language : English rJ

Tag Turkish |

18. Select the desired language from the dropdown list. An example is shown below:

Language [Eng[ish "’J
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Select
19. If desired tags can be added, click the Select button, - to the right of the

“Tag” input box, the following pop-up window will appear:

Search
\

(LIEVEEN () Group Select

Customer Service

Save Close

Note: Only Tags that were made available for the chat can be viewed here (See Tag Section)

20. Search for a Tag using the “Search” input box shown below:

Search
|
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Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ ®

OIELECE (| Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection (Used for child tags)

Press the Collapse button, , to collapse the selection (Used for child tags)

Check the Group Select Checkbox, S e , to group select tags

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
|

SLUELEE (| Group Select

Customer Service

Customer Senvice X

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag

name.
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21. Once the desired Tag selections have been selected, they can be viewed to the right of

the tag list box. Click the save button, SMS. The “Tag” input box with an

example selection is shown below:

Tag TS SICNEE TR PR

22. Click the “Support Email” type the desired support email. An example is shown

below:

fa

Support E-Mail johnsmith@johnscallcenter.com

23. Following the Support Email input box, there are three checkbox selections outlined

below select the desired checkboxes:

Emiil Optional Makes the email input field optional when a
customer starts a chat (See example below).

Phone Optional Makes the phone number input field
optional when a customer starts a chat (See
example below).

Sk Erded Chats brithe Shows the ended chat on the agent screen.

Agent Screen.
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Below is an example chat window: If the “Email Optional” and “Phone Optional”
checkboxes are left unchecked, the visitor of the website will have to input this data before

starting the chat:

Live Support

Name Surname
Email

Phone Number

Start Chatting

24. Click the “Title Background Color” input box. A color palette will appear, as shown

below:

Title Background Color IFFFFFF

Title Text Color '
Start Button Color I
Send Button Color + !

Note: the default color code is “FFFFFF” representing the color white. All colors within the

palette have unique color codes so they can be duplicated.

Call Center Studio User Guide October 2020 Version



)
CallCenGer

Chat Widgets

25. Select the desired custom color an example selection is shown below:

Title Background Color AGEDFF

26. Click the “Title Text Color” input box, repeat steps 20 -21.

27. Click the “Start button Color” input box, repeat steps 20-21.
28. Click the “Send button Color” input box, repeat steps 20-21.
29. Click the “Logout button Color” input box, repeat steps 20-21, an example is shown

below once all of the custom color selections have been completed:

Title Background Color AGEDFF

Title Text Color 67FF98
Start Button Color FF4365
Send Button Color FFF3265

Logout Button Color 000000

30. Click the “System Nickname” input box, if desired, type a system nickname the

example is shown below:

System Mickname Customer Service CCS Cha

—_
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The system nickname is shown at the top of each message sent an example is shown below:

Live Support

Matt 17:58:58

Can you help ma?

Customer Service CCS Chat 18:00:47
Chat is finished.

Start a new chat

31. Click the “Send Chat History to Customer” input box, a dropdown list will appear

with the following two options:

Send chat history to L
customer

Ask Customer

Chat History Agent Title Always
!

Note: the selection can also be left blank
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32. Select the desired option, an example selection is shown below:

#

Send chat history to Ask Customer v

customer .

33. Click “Chat History Agent Title”, type a title an example is shown below:

Chat History Agent Title

Agent ‘

h,

Note: This screenshot has been taken from the Chat Record in Quality Control using the Chat
History Tab, The “Chat History Agent Title” can be found in between the agent’s name and

the chat date as shown below:

John Smith - Queue - 2020-07-07 19:35:44

How can | help you?

34. Click the “Widget Versions” input box, a dropdown list of created widget versions
will be displayed along with a customize option an example dropdown selection is

shown below:

Widget Versions [ Version 1 T

|
Choose Chat Widget lean | Version 2
Customize

35. Select the desired widget version an example selection is shown below:

Widget Versions ‘ Version 1 v
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36. To the left of the title “Chose Chat Widget Icon,” click the choose file button,

Choose File | to create a custom chat icon from saved photos on the device used. A
pop-up window will appear showing the saved files as shown below:

Cancel Open File Q

© Recent 4 GrMATT  Pictures »

> Home Mame Size Type Modified «
[ Documents

J» Downloads

dd Music

vl Videos

+ Other Locations

37. If a custom icon is desired, navigate to the appropriate saved location, and select the
appropriate image. Once selected, the pop-up window will show the saved image. An

example is shown below:

Choose Chat Widget Icon iwﬁcreenshm f...0-21-31.png

38. Check the “Auto Finish checkbox”, if desired (Ends the chat after no activity after the

auto finish duration), the checked “Auto Finish” checkbox is shown below:

Auto Finish L
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39. In the “Auto Finish Duration” input box, type the desired time frame for the chat to
auto finish (only can be used if the Auto Finish checkbox is checked) an example time

frame (seconds) is shown below:

Auto Finish Duration 180)

40. Click the “Action Type After Parking” input box a dropbox will appear. Select, if

desired, the appropriate action after parking. The three actions are described below:

Golo Queue. . - | When parking is pressed by the agent, the

customer will be transferred to the queue.

Go o Queue and reserve the parking agent. When parking is pressed, the customer will
be placed on hold, agents can answer other
chats, but when the customer responds, the

same agent will receive the chat.

| Start ICR. When parking is pressed, the customer will
be transferred to the ICR assigned to the

chat widget.
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41. In the “First Welcoming Message” input box, type a first welcoming message for the

chat if desired an example is shown below:

First Welcoming Message Hello,

Thank you for using our chat system.

42. In the “Welcoming Message” input box, type a welcoming message for the chat if

desired an example is shown below:

=
M lEoing Meissine How can | help you today?|

43. In the “Closing Message” input box, type a closing message for the chat if desired an

example is shown below:

It |
EloiEkis e Have a nice day!
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44. In the “Agent left Message” input box, type an Agent Left message for the chat if

desired an example is shown below:

Recrt Lok Micssoe The agent has left the chat. A new agent will join shortly.

45. In the “Queue Message” input box, type a queue message for the chat, if desired. An
example is shown below (Agent and customer will be able to view message once the

customer is transferred to a queue):

Geiic MEssae A customer service agent will be with you shortly.

46. In the “Auto FInish Message” input box, type an auto finish message for the chat, if
desired. An example is shown below (this message will be displayed after no activity

during the auto finish message duration):

|
Auto Finish Message Goodbye!
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47. In the “Transfer Message” input box, type a transfer message for the chat if desired.

An example is shown below:

Tranifes bisssags Transferring now... |

48. In the “Auto Finish Duration” input box, type a time duration (seconds) for the chat to

Auto Finish if desired an example is shown below:

Auto Finish Message 180
Duration .

49. If a legal message is desired in the chat check the checkbox entitled “Legal
Requirements,” when the box is checked the following “Legal Text” input box will be
displayed:

Legal Requirements L4

Legal Text

50. If desired, in the “Legal Text” input box type the desired legal text.
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51. If supervisor notifications are desired for the chat check the checkbox entitled
“Supervisor Notification,” when the box is checked, the following will be displayed:

Supervisor Notification L4

Periodic Supervisor
Motification

Supervisor Notification
Duration

Only Own Files

: Add User:
Add Supervisor

Add

User Name

User Name

>

52. If periodic supervisor notification is desired, check the “Periodic Supervisor
Notification” checkbox as displayed below (When selected if an agent does not
respond within the Supervisor Notification Duration to a customer’s chat, the

supervisor will receive a notification):

Periodic Supervisor L4
Motification
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53. Click the “Supervisor Notification Duration” input box, type the desired supervisor

notification duration (seconds) an example is displayed below:

Supervisor Motification 1 Sd
Duration .

54. Check the “Only Own Files” checkbox. An example is shown below (When selected
agents cannot upload files from their desktop to send to a customer, they can only use

the template messages created in the tenant with attachments):
Only Own Files [w#]

55. Click the “Add Supervisor” input box and start typing the name of the supervisor. A

dropdown list will appear to facilitate in choosing a supervisor as shown below:

Add User:
| Add

Gerald Blanchard T
User Mame

Add Supervisar

Harold Kirk

Jared Walter
User Name John Henry
> John Smith

Keyon Sweeney

Khloe Bond

56. Select the desired Supervisor and click the add button, Add
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57. The supervisor’s name will appear in the “User Name” field an image of this field is
shown below:

User Mame

LIser Name

Gerald Blanchard X

Note: To delete a supervisor, click the delete button, * , located to the right of the
supervisor’s name.
58. Click the “Finish Button Action Type” (The small close button in the upper right
corner of the chat screen) input box. A dropdown list will appear with two selections

described below choose the desired selection or none at all:

IChat End ¥
Chat End
Chat Park |
Chat End Ends the chat.
Chat Park Parks the chat. If the client’s customer

responds to the chat within 24 hours, the
same agent can return to the chat and also

review the prior conversation.
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59. If Template Messages or customized messages are desired (See the Template

Messages and Customize Sections) otherwise click the save button, S8V€ | the
created Facebook Messenger chat can be viewed in the chat widget name list as

shown below:

Name

Mame

acebook Messenger
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Creating an Infobip Widget (Settings Tab)

1. Click the New button, + , located in the top right corner of the Chat Widget screen,

the following pop-up screen will appear as shown below:

| settings Template Messages Customize |

& New Chat Widget

Widget Name |
Widget Type |,CCS Chat v
Queue | v
ICR | v
Initial Status | v
Title |
Subtitle |
Height |
Width |
Language |2English v

Save Close

Note: All the input boxes are not shown in this photo, the user has to use the scroll bar on the

right-hand side of the input box to view the additional input boxes.
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2. Click the “Widget Name” input box, type the desired name an example is shown

below:

Widget Name Infobip|

3. Click the “Widget Type” input box. A dropdown menu will appear an example is

shown below:

Widget Type |{Z{:5 Chat ¥
|
Queus Facebook Messenger
Infobip
Whatsapp Business
ICR | v

4. Select the “Infobip” widget type from the dropdown list an example selection is

shown below:

Widget Type Infobip L

5. Click the “WhatsApp Username” input box, type the WhatsApp (Infobip) username

an example is shown below:

Whatsapp Username johnscallcentel

6. Click the “WhatsApp Password” input box, type the WhatsApp (infobip) password an

example is shown below:

Whatsapp Password 123456
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7. After completing steps 5 and 6, a basic authorization token can be generated in the

“Whatsapp Basic Authorization” input box by clicking the show button,

8. After completing step 7, a WhatsApp authorization token can be generated in the
“Whatsapp App Authorization” box. WhatsApp basic Authorization is password
dependent, whereas WhatsApp App Authorization is not. For this reason, WhatsApp
App authorization is preferred over basic authorization. This authorization code will
then be used in the Infobip APL

9. Click the “WhatsApp Phone Number” input box, type the WhatsApp phone number.

The input box is shown below:

Whatsapp Phone Mumber

10. Click the “WhatsApp Scenario Key” input box, type the WhatsApp Scenario Key
provided by the Infobip Company.

11. Click the “WhatsApp Base URL” input box, type the desired company Infobip URL
given when the Infobip account was created for example SmithCo.api.infobip.com.

12. Click the “WhatsApp Account Key” input box, type the WhatsApp account key from
the Infobip account.

13. Click the “Queue” input box, a dropdown menu will appear with available queue

selections (See Queue Section to enable chat on a queue) an example is shown below:

Queus Chat v
ICR inbound
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14. Select the desired queue from the dropdown list an example selection is shown below:

Queue [Ch at ']

15. Select the “ICR” input box, a dropdown menu will appear with ICR selections (See

the ICR section for more details) an example is shown below:

ICR ‘ 'l

Initial Status fest

Note: Interactive Chat Response brings an IVR tree to a chat platform. It can be used in all
chat channels, webchat, Facebook, WhatsApp, etc. It enables customers to self select their
queues, make requests, etc.

16. Select an ICR from the dropdown list, if desired. An example selection is shown

below:

ICR test ¥

17. Click the “Initial Status” input box a dropdown menu will appear an example is

shown below:

Initial Status | v

Title Waiting
|

Note: This selection can only be used when an ICR is not used. This status is used for

’

reporting to show the initial status as “waiting,” “blank,” or “ICR Status.’
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18. Select the desired initial status or none at all from the dropdown selection, an example

selection is shown below:

Initial Status Waiting v

19. Click the “Title” input box, type a name for the chat (customer will be able to see) an

example is shown below:

Title Live Support

20. Click the “Subtitle” input box, type a name for the subtitle of the chat (customer will

be able to see) an example is shown below:

Subtitle Live Support

21. Click the “Height” input box type the desired height (Pixels) of the chat window. An

example is shown below:

Height 300

22. Click the “Width” input box type the desired width (Pixels) of the chat window. An

example is shown below:

Width 300
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23. Click the “Language” input box, a dropdown list of added languages to the tenant will
appear in the following example Turkish, and English were added to the tenant as
shown below (Other languages can be added by contacting the Call Center Studio

Project Manager):

[
Language | English v

Tag Turkish !

24. Select the desired language from the dropdown list. An example is shown below:

Language lEng[iSh v

Select
25. Click the Select button, - to the right of the “Tag” input box. The following

pop-up window will appear:

Search
\

(SLILVEEN () Group Select

Customer Service

Save Close

Note: Only Tags that were made available for the chat can be viewed here (See Tag Section)
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26. Search for a Tag using the “Search” input box shown below:

Search
|

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|13IJ X

S0 ELEE | | Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection (Used for child tags)

Press the Collapse button, , to collapse the selection (Used for child tags)

Check the Group Select Checkbox, & Group Select , to group select tags.
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Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
|

SIELECE (| Group Select

Customer Service

Customer Senvice X

Note: To delete a Tag from the selection simply click the “X,” , to the right of the tag
name.

27. Once the desired Tag selections have been selected, they can be viewed to the right of

Save

the tag list box click the save button, , the “Tag” input box with an example

selection is shown below:

s Cust ——

28. Click the “Support Email” type the desired support email. An example is shown

below:

Support E-Mail johnsmith@johnscallcenter.com
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29. Following the Support Email input box, the are three checkbox selections outlined

below select the desired checkboxes:

Email Optional & Makes the email input field optional for the
customer to input.

Phone Optional O Makes the phone input field optional for the
customer to input.

ki Ended Chats orithe B Shows that the chat ended on the agent’s

Agent Screen.
screen.

Below is an example chat window: If the “Email Optional” and “Phone Optional”
checkboxes are left unchecked, the visitor of the website will have to input this data before

starting the chat:

Live Support

Name Surname
Email

Phone Number

Start Chatting
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30. Click the “Title Background Color” input box. A color palette will appear, as shown

below:

Title Background Color FFFFFF

Title Text Color ' ¥ -
Start Button Color

+

=

Note: the default color code is “FFFFFF” representing the color white. All colors within the

Send Button Color

palette have unique color codes so they can be duplicated.

31. Select the desired custom color an example selection is shown below:

Title Background Color 466DFF

32. Click the “Title Text Color” input box, repeat steps 20 -21.

33. Click the “Start button Color” input box, repeat steps 20-21.
34. Click the “Send button Color” input box, repeat steps 20-21.
35. Click the “Logout button Color” input box, repeat steps 20-21, an example is shown

below once all of the custom color selections have been completed:

Title Background Color AG6DFF

Title Text Color 67EF98

Start Button Color FF4365

Send Button Color FFF365

Logout Button Color 000000
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36. Click the “System Nickname” Input box, if desired, type a system nickname the

example is shown below:

System Mickname [ Customer Service CCS Chat ]

The system nickname is shown at the top of each message sent an example is shown below:

Live Support

Matt 17:58:58

Can you help ma?

Customer Service CCS Chat 18:00:47
Chat is finished.

Start a new chat

37. Click the “Send Chat History to Customer” input box, a dropdown list will appear

with the following two options:

Lend chat history to ¥
customer

Ask Customer

Chat History Agent Title Always
!

Note: the selection can also be left blank.
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38. Select the desired option, an example selection is shown below:

#

Send chat history to Ask Customer v

customer .

39. Click “Chat History Agent Title”, type a title. An example is shown below:

Chat History Agent Title

Agent ‘

h,

Note: This screenshot has been taken from the Chat Record in Quality Control from the Chat
History Tab, The “Chat History Agent Title” can be found in between the agent’s name and

the chat date as shown below:

John Smith - Queue - 2020-07-07 19:35:44

How can | help you?
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40. Click the “Widget Versions” input box, a dropdown list of created widget versions
will be displayed along with a customize option an example dropdown selection is

shown below:

Widget versions _"u"-:-!r.‘iiill'. 1 v
Version 1
Choose Chat Widget lean | Version 2 |
_Euﬁlnnlix:—e |
Version 1 Shows the chat window on the customer’s

screen with square corners. (Used for

webchat aka CCS Chat)

Version 2 Shows the chat window on the customer’s

screen with rounded corners. (Used for

webchat aka CCS Chat)

Customize Shows the chat window on the customer’s
screen with rounded corners, and a custom
logo can be added to the chat window as

well. (Used for webchat aka CCS Chat)

41. Select the desired widget version an example selection is shown below:

Widget Versions Version 1 v
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42. To the left of the title “Chose Chat Widget Icon,” (Used exclusively for creating an

icon for the webchat (aka CCS Chat) files can be uploaded in .png, .jpeg, .jpg) click

the choose file button, Choose File {4 create a custom chat icon from saved photos
on the device. A pop-up window will appear showing the saved files as shown below:

Cancel Open File Q

© Recent 4 rMATT  Pictures »

Gr Home Name Size Type Modified
[ Documents

J» Downloads

dd Music

vl Videos

+ Other Locations

43. If a custom icon is desired, navigate to the appropriate saved location and select the
appropriate image, once selected the pop-up window will show the saved image, an

example is shown below:

Choose Chat Widget Icon iMfﬁcreenshm f...0-21-31.png

44. Check “Auto Finish” checkbox, if desired to auto finish the chat, the checked Auto

Finish checkbox is shown below:

Auto Finish Ld
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45. In the “Auto Finish Duration” input box type the desired time frame for the chat to
auto finish (only can be used if the Auto Finish checkbox is checked) an example time

frame is shown below:

Auto Finish Duration 180)

46. Click the “Action Type After Parking” input box a dropbox will appear. Select, if

desired, the appropriate action after parking. The three actions are described below:

Golo Queue. . - | When parking is pressed by the agent, the

customer will be transferred to the queue.

Go o Queue and reserve the parking agent. When parking is pressed, the customer will
be placed on hold. Agents can answer other
chats, but when the customer responds, the

same agent will receive the chat.

Start ICR. When parking is pressed, the customer will
be transferred to the ICR assigned to the

chat widget.
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47. In the “First Welcoming Message” input box, type a first welcoming message for the

chat if desired an example is shown below:

First Welcoming Message Hello,

Thank you for using our chat system.

48. In the “Welcoming Message” input box, type a welcoming message for the chat if

desired an example is shown below:

=
M lEoing Meissine How can | help you today?|

49. In the “Closing Message” input box, type a closing message for the chat if desired an

example is shown below:

It |
Elriskis Messig: Have a nice day!
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50. In the “Agent left Message” input box, type an agent left message for the chat if

desired an example is shown below:

Recrt Lok Micssoe The agent has left the chat. A new agent will join shortly.

51. In the “Queue Message” input box, type a queue message for the chat if desired an

example is shown below:

Sy A customer service agent will be with you shartly.

52. In the “Auto Finish Message” input box, type an auto finish message for the chat if

desired an example is shown below:

1
Auto Finish Message Goodbye!
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53. In the “Transfer Message” input box, type a transfer message for the chat if desired an

example is shown below:

Tranifes bisssags Transferring now... |

54. In the “Auto Finish Duration” input box, type a time duration for the chat to Auto

Finish, if desired. An example is shown below:

Auto Finish Message 180
Duration .

55. If a legal message is desired in the chat check the checkbox entitled “Legal
Requirements,” when the box is checked the following “Legal Text” input box will be
displayed:

Legal Requirements L4

Legal Text

56. If desired in the “Legal Text” input box type the desired legal text.
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57. If supervisor notifications are desired for the chat check the checkbox entitled
“Supervisor Notification,” when the box is checked the following will be displayed:

Supervisor Notification L4

Periodic Supervisor
Motification

Supervisor Notification
Duration

Only Own Files

: Add User:
Add Supervisor

Add

User Name

User Name

>

58. If periodic supervisor notification is desired, check the “Periodic Supervisor
Notification” checkbox as displayed below (When selected if an agent does not
respond within the Supervisor Notification Duration to a customer’s chat, the

supervisor will receive a notification):

Periodic Supervisor L4
Motification

59. Click the “Supervisor Notification Duration” input box, type the desired supervisor

notification duration an example is displayed below:

Supervisor Motification 1 Sq
Duration .
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60. Check the “Only Own Files” checkbox, an example is shown below (When selected
agents cannot upload files from there desktop to send to a customer, they can only use

the template messages created in the tenant with attachments):

Only Own Files |
61. Click the “Add Supervisor” input box and start typing the name of the supervisor to
add a dropdown list will appear to facilitate in choosing a supervisor as shown below:

Add User:
Add Supervisor

| Add

Gerald Blanchard T
User Name

Harold Kirk

‘ Jared Walter
User Name

>

John Henry
John Smith
Keyon Sweeney
Khloe Bond

62. Select the desired Supervisor and click the add button, Add

63. The supervisor’s name will appear in the “User Name” field an image of this field is
shown below:

User Name

User Mame

Gerald Blanchard X

Note: To delete a supervisor, click the delete button, * , located to the right of the

supervisor’s name.
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64. Click the “Finish Button Action Type” input box a dropdown list will appear with two

selections described below choose the desired selection or none at all:

' Chat End

Chat End

bl

v

—

Chat End

Ends the chat.

Chat Park

Parks the chat, which means if the client’s
customer responds to the chat again within
24 hours. The same agent can respond to the

chat and also review the prior conversation.

65. If Template Messages or customized messages are desired (See the Template

Messages and Customize Sections) otherwise click the save button, S8V€ | the

created CCS chat can be viewed in the chat widget name list as shown below:

Name
Mame

Chat
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Creating a WhatsApp Business Widget (Settings Tab)

1. Click the “New” button, + , located in the top right corner of the Chat Widget

screen, the following pop-up screen will appear as shown below:

| settings Template Messages Customize

& New Chat Widget

Widget Name | ‘
Widget Type |,CCS Chat '\
Queue | v
ICR | v
Initial Status | v
Title | ‘
Subtitle | ‘
Height | ‘
Width | ‘
Language |2English v

Save Close

Note: All the input boxes are not shown in this photo, the user has to use the scroll bar on the

right hand side of the input box to view the additional input boxes.
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2. Click the “Widget Name” input box, type the desired name an example is shown

below:

Widget Name WhiatsApp Business

%, &

3. Click the “Widget Type” input box. A dropdown menu will appear an example is

shown below:

Widget Type |{:{:5 Chat v
Queus Facebook Messenger

Infohip

Whatsapp Business
ICR | v

4. Select the “Whatsapp Business” from the dropdown list an example selection is

shown below:

Fa

Widget Type Whatsapp Business v

5. Click the “WA Business Username” input box, type the WA Business Username an

example is shown below:

WA Business Username johnscallcenter

5,

6. Click the “WA Business Password” input box, type the WA Business Password an

example is shown below:

WA Business Password 123456

-
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7. Click the “Admin Auth Token” input box, type the Admin Auth Token (Provided by
the Call Center Studio Team) After seven days, the token changes automatically. It is
essential for using the WhatsApp Business API.

8. Click the “WA Business Endpoint” input box, type the server address provided by the

Call Center Studio Team.

9. Click the “WhatsApp Phone Number” input box, type the WhatsApp Phone Number

the input box is shown below:

Whatsapp Phone Mumber

10. Click the “Queue” input box, a dropdown menu will appear with available queue

selections (See Queue Section to enable chat on a queue) an example is shown below:

Queue | Chat v
|

ICR inbound \

11. Select the desired queue from the dropdown list an example selection is shown below:

Queus I Chat '1
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12. Select the “ICR” input box, a dropdown menu will appear with ICR selections (See

the ICR section for more details) an example is shown below:

ICR ‘ ¥

Initial Status test

Note: Interactive Chat Response brings an IVR tree to a chat platform. It can be used in all
chat channels, web chat, Facebook, whatsapp, etc. It enables customers to self select their
queues, make requests, etc.

13. Select an ICR from the dropdown list if desired an example selection is shown below:

ICR test b

L8 "

14. Click the “Initial Status” input box a dropdown menu will appear an example is

shown below:

Initial Skatus | v

Title Waiting
L

Note: This selection can only be used when an ICR is not used. This status is used for

)

reporting to show the initial status as “waiting,” “blank,” or “ICR Status.’
15. Select the desired initial status or none at all from the dropdown selection, an example

selection is shown below:

Initial Status Waiting v

.
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16. Click the “Title” input box, type a name for the Chat (Customer will be able to see) an

example is shown below:

Title [ Live Support

17. Click the “Subtitle” input box, type a name for the subtitle of the chat (Customer will

be able to see) an example is shown below:

Subtitle Live Support

18. Click the “Height” input box type the desired height (Pixels) of the chat window. An

example is shown below:

Height 300

19. Click the “Width” input box type the desired width (Pixels) of the chat window. An

example is shown below:

Width 300

20. Click the “Language” input box, a dropdown list of added languages to the tenant will
appear in the following example Turkish, and English were added to the tenant as
shown below (Other languages can be added by contacting the Call Center Studio

Project Manager):

[
Language | English r‘

Tag Turkish !
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21. Select the desired language from the dropdown list. An example is shown below:

Language [Eng[ish v

Select
22. Click the Select button, -

pop-up window will appear:

to the right of the “Tag” input box. The following

Search
\

LlELEN | | Group Select

Customer Service

Save Close

Note: Only Tags that were made available for the chat can be viewed here (See Tag Section)
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23. Search for a Tag using the “Search” input box shown below:

Search
[

Note: Partial Tag names can be used for searching purposes all Tags with the partial name

will have their name appear in red font as shown below:

Search

|'CIJ X

S EVEE || Group Select

Customer Service

Note:

Press the Expand button, , to expand the selection (Used for child tags)

Press the Collapse button, , to collapse the selection (Used for child tags)

Check the Group Select Checkbox, = Group Select , to group select tags

Once a Tag is selected in the pop-up window, it can be viewed to the right of the tag list box,

as shown below:

Search
| |

S EVEEE (| Group Select
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Note: To delete a Tag from the selection simply click the “X,” ﬂ to the right of the tag
name.

24. Once the desired Tag selections have been selected and can be viewed to the right of

Save

the tag list box click the save button, , the “Tag” input box with an example

selection is shown below:

Tag CIMEROTIErSETVICR: X

25. Click the “Support Email” type the desired support email. An example is shown

below:

g

Support E-Mail johnsmith@johnscallcenter.com

26. Following the “Support Email” input box, the are three checkbox selections outlined

below select the desired checkboxes:

Email Optional Makes the email optional for the customer
to input.

Phone Optional Makes the phone optional for the customer
to input.

ki Erided Chats orithe Shows that the chat ended on the agent’s

Agent Screen.
screen.
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27. Click the “Title Background Color” input box. A color palette will appear, as shown

below:

Title Background Color IFFFFFF

=
Title Text Color ' ' -
Start Button Color I
Send Button Color +

Note: the default color code is “FFFFFF” representing the color white. All colors within the
palette have unique color codes so they can be duplicated.

28. Select the desired custom color an example selection is shown below:

Title Background Color AGE6DFF

29. Click the “Title Text Color” input box, repeat steps 20 -21.
30. Click the “Start button Color” input box, repeat steps 20-21.

31. Click the “Send button Color” input box, repeat steps 20-21.
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32. Click the “Logout button Color” input box, repeat steps 20-21, an example is shown

below once all of the custom color selections have been completed:

Title Background Color A466DFF

Title Text Color 67FF98
Start Button Color FF4365

Send Button Color FFF365

Logout Button Color 000000

33. Click the “System Nickname” Input box, if desired, type a system nickname the

example is shown below:

System Mickname Customer Service CCS Chat

34. Click the “Send Chat History to Customer” input box, a dropdown list will appear

with the following two options:

Lend chat history to v

s =e——__ 2

Ask Customer |
Chat History Agent Title Always
1

Note: the selection can also be left blank.
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35. Select the desired option, an example selection is shown below:

#

Send chat history to Ask Customer v

customer .

36. Click “Chat History Agent Title”, type a title an example is shown below:

Chat History Agent Title

Agent ‘

h,

Note: This screenshot has been taken from the Chat Record in Quality Control from the Chat
History Tab, The “Chat History Agent Title” can be found in between the agent’s name and

the chat date as shown below:

John Smith - Queue - 2020-07-07 19:35:44

How can | help you?
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37. Click the “Widget Versions” input box, a dropdown list of created widget versions
will be displayed along with a customize option an example dropdown selection is

shown below:

Widget versions _"u"-:-!r.‘iiill'. 1 v
Version 1
Choose Chat Widget lean | Version 2 |
_Euﬁlnnlix:—e |
Version 1 Shows the chat window on the customer’s

screen with square corners. (Used for

webchat aka CCS Chat).

Version 2 Shows the chat window on the customer’s

screen with rounded corners. (Used for

webchat aka CCS Chat).

Customize Shows the chat window on the customer’s
screen with rounded corners, and a custom
logo can be added to the chat window as

well. (Used for webchat aka CCS Chat).

38. Select the desired widget version an example selection is shown below:

Widget Versions Version 1 v
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39. To the left of the title “Chose Chat Widget Icon,” (Used exclusively for creating an

icon for the webchat (aka CCS Chat) files can be uploaded in .png, .jpeg, .jpg) click

the choose file button, Choose File {4 create a custom chat icon from saved photos
on the device. A pop-up window will appear showing your saved files as shown

below:

Cancel Open File Q

© Recent 4 frMATT  Pictures »

4 Home Name Size Type Modified «
[ Documents

3 Downloads

dd Music

vl Videos

+ Other Locations

40. If a custom icon is desired, navigate to the appropriate saved location and select the
appropriate image, once selected the pop-up window will show the saved image, an

example is shown below:

Choose Chat Widget Icon | Choose File-fp‘.creenshmf_. D-21-31.png

41. Next to the “Auto Finish” checkbox, check auto finish if desired to auto finish the

chat, the checked Auto Finish checkbox is shown below:

Auto Finish L4
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42. In the “Auto Finish Duration” input box type the desired time frame for the chat to
auto finish (only can be used if the “Auto Finish” checkbox is checked) an example

time frame is shown below:

Auto Finish Duration 180)

43. Click the “Action Type After Parking” input box a dropbox will appear. Select, if

desired, the appropriate action after parking. The three actions are described below:

Golo Queue. . - | When parking is pressed by the agent, the

customer will be transferred to the queue.

Go o Queue and reserve the parking agent. When parking is pressed, the customer will
be placed on hold. Agents can answer other
chats, but when the customer responds the

same agent will receive the chat.

Start ICR. When parking is pressed, the customer will
be transferred to the ICR assigned to the

chat widget.

44. In the “First Welcoming Message” input box, type a first welcoming message for the

chat if desired an example is shown below:
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45. In the “Welcoming Message” input box, type a welcoming message for the chat if

desired an example is shown below:

? 7
Ml Eoiiing Messine How can | help you today?|

46. In the “Closing Message” input box, type a closing message for the chat if desired an

example is shown below:

It |
EloniliE M= e Have a nice day!

47. In the “Agent left Message” input box, type an Agent Left message for the chat if

desired an example is shown below:

Remrt Lot Messoee The agent has left the chat. A new agent will join shortly.
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48. In the “Queue Message” input box, type a queue message for the chat if desired an

example is shown below:

Geiic Messaee A customer service agent will be with you shortly.

49. In the “Auto FInish Message” input box, type an auto finish message for the chat if

desired an example is shown below:

1
Auto Finish Message Goodbye!

50. In the “Transfer Message” input box, type a transfer message for the chat if desired an

example is shown below:

Trandfer biassags Transferring now... |

51. In the “Auto Finish Duration” input box, type a time duration for the chat to Auto

Finish if desired an example is shown below:

Auto Finish Message 180
Duration .
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52. If a legal message is desired in the chat check the checkbox entitled “Legal
Requirements,” when the box is checked the following “Legal Text” input box will be
displayed:

Legal Requirements L4

Legal Text

53. If desired in the “Legal Text” input box type the desired legal text.
54. If supervisor notifications are desired for the chat check the checkbox entitled
“Supervisor Notification,” when the box is checked the following will be displayed:

Supervisor Notification Ld

Periodic Supervisor
Motification

Supervisor Notification
Duration

Only Own Files

: Add User:
Add Supervisor

Add

User Name

User Name

>
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55. If periodic supervisor notification is desired, check the “Periodic Supervisor
Notification” checkbox as displayed below (When selected if an agent does not
respond within the Supervisor Notification Duration to a customer’s chat, the

supervisor will receive a notification):

Periodic Supervisor L
Motification

56. Click the “Supervisor Notification Duration” input box, type the desired supervisor

notification duration an example is displayed below:

Supervisor Motification 180
Duration -

57. Check the “Only Own Files” checkbox, an example is shown below (When selected
agents cannot upload files from their desktop to send to a customer, they can only use

the template messages created in the tenant with attachments):

Only Own Files )

58. Click the “Add Supervisor” input box and start typing the name of the supervisor to

add a dropdown list will appear to facilitate in choosing a supervisor as shown below:

Add User:
| Add

Gerald Blanchard T
User Mame

Add Supervisor

Harold Kirk

‘ Jared Walter
User Name John Henry
’ John Smith

Keyon Sweeney

Khloe Bond
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59. Select the desired Supervisor and click the add button, Add

60. The supervisor’s name will appear in the “User Name” field an image of this field is
shown below:

User Mame

LIser Name

Gerald Blanchard X

Note: To delete a supervisor, click the delete button, * , located to the right of the
supervisor’s name.
61. Click the “Finish Button Action Type” input box a dropdown list will appear with two

selections described below choose the desired selection or none at all:

|Chat End v
Chat End
 Chat Park |
Chat End Ends the chat.
Chat Park Parks the chat, which means if the client’s

customer responds to the chat again within
24 hours. The same agent can respond to the

chat and also review the prior conversation.
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62. If Template Messages or customized messages are desired (See the Template

Messages and Customize Sections) otherwise click the save button, S8V€ | the

created WhatsApp business chat can be viewed in the chat widget name list as shown

below:

MName

Mame

Chat
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Creating a Template Message (Template messages Tab)

Template messages are prewritten messages that the agent can use to expedite customer
service requests. Normally messages are created based on frequently asked questions
associated with the business.

1. From the main widget pop-up screen click the Template Messages Tab,

Template Messages  |ocated to the right of the settings tab, S€MiNgs  he

following screen will appear:

Settings Template | Customize

Subject

L 1 s Lo

Subject Message Type Content Use Count

>

2. Click the “New” button, + , located in the top right-hand corner of the pop-up

window, the following screen will be displayed:

Subject ‘ ‘

Template Message Type ‘Texl v

Content

e

Sorting Priority 90

Save Close
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3. Click the “Subject” input box, type the subject of the template. An example is shown

below:

Subject Welcome Message|

4. Click the “Template Message Type” input box. A dropdown selection will appear

with three selection types explained below to select the desired type from the list:

Text Template message that sends the prewritten
text.

Image Template message that sends the uploaded
image.

Document Template message that sends the uploaded
document.

5. Click the “Content” input box and type the content you want to display; an example is

shown below:

Content Hello,

How can | help you today?
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6. In the “Sorting Priority” input box, type the desired sorting priority (the higher the
number, the template message will be listed closer to the top for easy agent selection).

A default example is shown below:

Sorting Priority S0

7. After all the necessary modifications have been made to the template message, click

Save

the save button, , after a pop-up window shown below will appear:

100%

Okay

8. Click the Okay button, Sy , the created template message will appear in the

template message name list as shown below:

Settings Template Messages Customize
Subject
+=uc
Subject Message Type Content Use Count
Welcome Message text Hello, How can | help you today? Q| f) x
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Editing a Template Message

1. Click the edit button, “ , located to the right of the user count column, after clicking

the following pop-up window will be displayed:

x
Subject Welcome Message ]
Template Message Type Text ']
Content Hello,

How can | help you today?

Sorting Priority 90

Save Close

2. Make necessary changes to the template message (See Creating a Template

Message section).
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3. After all the necessary modifications have been made to the template message, click

Save

the save button, , after a pop-up window shown below will appear:

100%

Okay

4. Click the Okay button, Sy , the edited template message will appear in the

template message name list as shown below:

b
| settings Template Messages Customize |
Subject
| + ¢
Subject Message Type Content Use Count
Welcome Message text Hello, How can | help you today? Q| f) x

»
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Deleting a Template Message

1. Click the delete button, * , located to the right of the edit button. The following

pop-up will be displayed:

demo.callcenterstudio.com says

This template message will be deleted. Do you want to

continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted team will not be shown.
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Searching for a Template Message

1. Click the “Search:” input box, type part of the subject, to filter the search results until

the widget is located.
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Creating a Chat Widget (Customize Tab)

1. From the settings tab, select the Customize tab, Customize

2. To add a Widget logo, click the choose file option, Choose File (o the right of
“Choose Chat Widget Logo,” the desktop folder will pop-up as shown below:

Cancel Open File Q

© Recent 4 1 MATT = Pictures »

12+ Home Name Size Type Modified =
[ Documents

J Downloads

dd Music

vl Videos

+ Other Locations

3. Select the desired image for the chat widget logo. JPEG, .PNG, & .JPG are acceptable
formats.

4. To add a chat message Avatar, click the “Choose File” option, Choose File o the
right of “Choose Chat Message Avatar,” the desktop folder will pop-up as shown

below:
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Cancel Open File Q

© Recent 4 | G MATT | Pictures »
@ Home

[ Documents

J- Downloads

dd Music

Hl Videos

+ Other Locations

5. Select the desired image for the chat message Avatar. JPEG, PNG, & JPG are
acceptable formats.

6. If desired, to the right of “Use Agent Profile Avatar,” check the checkbox if desired to
use the Agent Profile Avatar.

7. 1f custom HTML is desired, click the “Customize HTML” type the customized
HTML. (Custom HTML: Webchat has a standard interface (two default versions, one
customizable). However, a different interface may be desired. Call Center Studio has
developed a library of customizable web chat versions that can be prepared, or the
Call Center Studio Development team can also make one. The customized interface

has an HTML file that needs to be written in this input box.)

8. Click the Save button, Save , below the “Customize HTML” to save the

customized HTML.

9. Click the save button, Save , to the lower right-hand corner of the pop-up window

to save the customize tab.
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Editing a Chat Widget

1. To edit a chat widget, click the edit button, “, located on the far right of the Chat

Widget as shown below:

After clicking the edit button, the chat widget pop-up window will appear as shown.
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| Settings Template Messages Customize ]

& New Chat Widget

Widget Name Facebook Messenger |

Widget Type Facebook Messenger v

Werify Token |

Page Access Token |

Queue inbound v

ICR v -

Save Close

2. Make the following changes and modifications to the chat widget as necessary (See

the Creating Chat Widget Sections).

3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

x

100%

Okay
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4. Click the Okay button, , to confirm the changes.

Chat Widget URL and Testing the Chat Widget

This URL is used for testing the chat widget:

Call Center Studio User Guide October 2020 Version



Chat Widgets

#

1. To the left of the edit button, , click the show button, =, the following pop-up
will be displayed:

| x

Ehtfp s://chatsocket.alo-
|tech.com/fb_chat/webhook/demo.callcenterstudio.com/4596302154956800/post_msg

Close

2. Click inside the window, highlight, and copy the entire URL.

3. Open a new tab using this URL: http://chat-test.callcenterstudio.com/.

The following screen will appear:

4. Paste the copied chat URL link into the input box on the chat test page. An example is

shown below:
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<script type="text/javascript" src="//go-car.callcenterstudio.com/chat/alochat.js?

widget key=ahRzfm1lc3RlcmktaGlebWVebGyyaXIYCxILQ2hhdFdpZGd1dHMYgIC410eDrAoMogEDZ28tY2FyLmN

hbGxjZW502%]zdHVkaW8uY29t" ></scr1pt>

<script type="text/javascript'=

startwidget();

|<jscripb

)
Save
. Save . . .
5. Click the save button, . The following will appear in the lower

right-hand corner:

6. Click the green dot. The chat window will be displayed. An example is shown below:

Live Support

Name Surname
Email

Phone Number

Start Chatting

7. Fill out the Name Surname, Email (If optional was not checked), Phone Number (If

optional was not checked)
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8. Click the Start Chatting button, ,to begin testing the chat.

Searching for a Chat Widget

Name

1. Click the “Name” input box, type the chat widget’s name, as shown below:

MName Facebook Messenger| |

Note: Partial names can be used, when spelled correctly.
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Black List
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Black List

Adding a New Black List Number

1. Press the add button, r , in the top right-hand corner of the Black List screen, the

following pop-up will be displayed:

x]

@ Add or Update Black List Number

Number { | ‘
Description { ‘
Inbound

Outbound

Save Close
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2. Click the “Number” input box, type the blacklisted number an example is shown

below:

Number +17372129866

3. Click the “Description” input box, type a description if desired an example is shown

below:

Description [ John's Black List

4. The number can be blocked from inbound or outbound calls by checking the inbound

or outbound checkboxes an example is shown below:

Inbound

Outbound

Save

5. After additions have been made click the save button, , the following
pop-up will be displayed:
»®
100%
Successful
Okay
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Okay

6. Click the Okay button, , the blacklisted number will be shown in the Black

List name list the created example is shown below:

Number

Y
MNumber Description
+17372129866 John's Black List
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Editing a Black List Number

1. Click the edit button, “ , located to the right of the dialer column, after clicking the

following pop-up window will be displayed:

@& Add or Update Black List Number

Number +17372129866 ‘
Description ‘ John's Black List ‘
Inbound -
Outbound -

Save Close

2. Make changes as desired.
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Save

3. After additions have been made click the save button, , the following
pop-up will be displayed:
%
100%
Successful
Okay

Okay

4. Click the Okay button, , the blacklisted number will be shown in the Black

List name list the created example is shown below:

Number

i
MNumber Description
+17372129866 John's Black List
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Deleting a Black List Number

1. Click the delete button, * , located to the right of the edit button. The following

pop-up will be displayed:

demo.callcenterstudio.com says

+17372129866 will be deleted permanently. Do you want

to continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

1. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted blacklisted number will not be shown.
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Searching a Black List Number

1. Click the “Number” input box, type the blacklisted number an example is shown

below:

Number

+17372129866 2

Note: Partial numbers can be used. The filter button, Y , can also be used.
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SMS Profiles

5MS Profiles

Used for setting up the SMS profile. Call Center Studio can integrate with other applications

to send SMS messages to customers.
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Adding an SMS Profile

1. Click the New button, + , located in the top right corner of the screen. The following
pop-up screen will appear as shown below, in the “Dialing Rule Name” input box,

type the name of the dialing rule:

& New SMS Profile

- |

Provider | Verimor

Profile Name [

User Name

 CO) || O | T (1| O ¥

|
|

Sender

Save Close

2. Click the desired “Provider,” example of providers can be seen below, if down

correctly, the selection will look like the picture below:

£

Provider v Verimor ‘

ODC
; B
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3. Click the “Profile Name” input box, type the SMS’s profile name in the layout shown

below:

Profile Name John ‘

4. Click the “User Name” input box, type user name in the layout shown below:

User Name johnsmitt@callcenterstudio.com ‘
|

5. Click the “Password” input box, type preferred password in the layout shown below:

Password 5d1234.

6. Click the “Sender” input box, type sender name in the layout shown below:

Sender Call Center Studio
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Save

7. After all the desired additions have been made, click the save button, ,

the following pop-up window will appear:

| x

100%
Okay
Okay

8. Click the Okay button, , the new SMS profile will be created.
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Editing an SMS Profile

1. To edit an SMS profile, click the edit button, “located on the far right of the

Profile Name after the “Credit Column” as shown below:

Credit

- -
0 = SLES]T

After clicking the edit button, the contact pop-up window will appear as shown:

& New SMS Profile

Provider l Verimor ¢
Profile Name ‘ Sales ‘
User Name ‘ ‘
Password ‘ 5d1234. ‘
Sender ‘ ‘

Save Close

2. Make changes as desired.
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3. Once the desired changes have been completed, the information can be saved by

clicking the save button, e , the following pop-up box will appear:

| x

100%

Okay

. Okay
4. Click the Okay button, , to confirm the changes.
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Deleting SMS Profiles

1. From the SMS profiles list, click the delete button, “ , to the right of the edit button,

“ . When the delete button is clicked the following pop-up will appear:

Are you sure to delete this profile?

Okay Close
Close
e Select the close button, , to cancel the deletion.
Okay
e Select the Okay button, , to confirm the deletion.
Okay

2. Confirm the deletion by clicking the Okay button,

The screen will reload, and the deleted SMS profile will not be shown.
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Testing an SMS Profile

1. From the SMS profiles list, click the delete button, A , to the right of the delete

button, “ . When the test button is clicked the following pop-up will appear:

@ Profile Name Test

Phone Number

SMS Text

Result

Close

2. Click the “Phone Number” input box, type the phone number which the SMS will be

sent in the layout shown below:

Phone Number +1 737 212 98 66
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3. Click the “SMS” input box, type the preferred SMS text in the layout shown below:

SMS Text

Type the preferred text here.

4. Click the Send button, . If done correctly, to the right of the send button, the

test result will be displayed.
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w

Chatbot

A chatbot is a software application which regulates online chat conversations through the use

of texts or texts to speech instead of providing direct contact with a live human agent.
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Creating a chatbot

1. Click the new button, + , located in the top right corner of the contact screen; the

following pop-up screen will appear below:

& Add/Edit Chatbot Profile

Provides dahi.ai r

Profile Mame

Token

Language English Y
IVR Bot

Embed Code

Save Cloze

2. Click the “Provider” input box, a dropdown list of available providers will appear,
select the desired provider (Providers are set up by the Call Center Studio

Development Team). An example is shown below.

Provider dahi.ai v
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3. Click the “Profile Name” input box, type the desired profile name of the chatbot; an

example is shown below:

Profile Name Alpha

4. Click the “Token” input box, type the desired token of the chatbot, an example is

shown below:

Token 123

5. Click the “Language layout,” a dropdown menu will appear showing the various

languages available to choose from, as shown below:

Turkish v

6. Click the “IVR Bot” checkbox if desired, as shown below:

IVR Bot

Note: the IVR bot, also known as interactive bot response, is a telephony technology

that can read a combination of touch-tone and voice input.
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7. No input has to be made in the embedded code field, used in certain situations

exclusively by the assigned Call Center Studio Project Manager.

Embed Code

8. Once the desired changes have been completed, the information can be saved by

clicking the ‘Save” button, Teve , the following pop-up box will appear:

100%

Okay

. Okay
9. Click the “Okay” button, , to confirm the changes.
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Deleting Chatbot

1. From the chatbot list, click the delete button, * , for the desired chatbot. When the

delete button is clicked the following pop-up will appear:

Are you sure to delete this profile?

Okay Close
Close
o Selecting the “Close” button, , will cancel the deletion.
Okay
o Selecting the “Okay” button, , will confirm the deletion.
Okay

2. Confirm the deletion by clicking the “Okay” button,
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Testing Chatbot

1. From the chatbot list, click the test button, “ , for the desired chatbot. When the test

button is clicked the following pop-up will appear:

J

& Chatbot Test
s
Testing
Result

Close

2. What for the result of the test, if positive, the chatbot is ready to use. If negative,

please contact Call Center Studio Project Manager for further instructions.
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Advanced Setlings

The advanced settings section of the administrator module contains advanced settings that the
administrator can customize and manage based on organizational preferences. The following

section contains the list of advanced settings and the effects they have on the software.

Enter Secondary Mail for Quality Allows the administrator to input more than
Evaluation one email that will receive email
notifications regarding agent quality

evaluations.

Chat Limit Assigns a number to the amount of

concurrent chats.

Endpoint The endpoint function is used to generate a
deletion token for call recordings. If a
deletion is required, please contact your Call

Center Studio Project Manager.

Enter Mails for Automated Reports Automated reports will be sent to the emails

imputed here.
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Session Timeout Duration

Allows the administrator to input a session

timeout duration.

Automatic Log Off Time

Allows administrators to input automatic

log off time.

Allow Viewing Active Incoming Call

History at Agent Screen

Allows viewing active incoming call history

at the agent screen

Agent Based Location

Allows for agent-based location

Allow Agents To Set Reserve Status

Allows agents to set reserve status.

Allow Agents To Download Their Own

Voice Records

Allows agents to download their voice

records.

Allow Selecting Available Status Without

Successful Register

Allows selecting available status without a

successful register.

Allow Agent Shortcuts

Allows agent shortcuts

Allow Outgoing Call During Chat

Allows agents to make an outgoing call

during a chat.

Allow Agent to Listen Call Record

Allows agents to listen to call recordings.

Allow Supervisors To Change Teams

Allows supervisors to change teams.

Allow Supervisors To Set Reserve Status

Allows supervisors to set reserve status.
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Anonymous Evaluation

Allows for anonymous evaluations

Click to Calls Can Only Be Made on The

If the first call is inbound, this disables

First Line outbound calls from being made
simultaneously.
DNIS ALL During a crisis, If "ALL" is written in the

DNIS input box in the incoming calls
section, all the IVRs are changed. This
function solves the problem of typing new

IVR for all numbers one by one.

Allow Agents To View Reviews Tab And

Receive Review Mails

Allows agents to view the reviews tab and

receive reviews.

Open Status Limit

To enable status limit durations

Pause Operation

When Selected, pauses the entire operation.

Allow agents to send messages to the

desired supervisor.

Allows agents to send messages to the

desired supervisor.

Show AHT

This can be used to add inbound operation's
AHT data to the report. If outbound
operations are present, get in touch with

Call Center Studio Team.

Show Custom Variables In Call Evaluation

Displays special variables returned in the




CallCenter

Screen

web service on the evaluation screen

Display Evaluations for Agent older than

Using the dropdown box will display agent
evaluations ranging from 1 month, 3

months, 6 months, or ALL.

Tagging Timeout

Removes agent tags after a selected time
period from calls using the dropdown box.,
normally used if repetitive tags are used too

frequently.

When using search features for the Index titles shown below, case errors can occur.

Currently, Call Center Studio is not case sensitive; however, if a case error occurs, the

“delete” and “create again” buttons can be used to reset the elastic search features.

Transactions
Active  Create Again Delete
Active  Create Again

Inactive | Create Delete
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4
o?

Queue Groups

A queue group can be formed to facilitate speed in adding users to multiple queues.
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Creating a Queue Group

1. Click the new button, + , in the top right corner, the following pop-up screen will

appear as shown below:

& New Queue Group

Queue Group Mame ‘ ‘

Queues

ueue ueue Ke Priority
y )

Save Close

2. Click the “Queue Group Name” input box, type the desired queue group name an

example is shown below:

Queue Group Name Customer Service

3. Click the “Queues” input box, a dropdown list of created queues will appear (See

Queue Section) an example is shown below:

Gueues
Queus Queue Key inbound I
i ' | outbound ‘
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4. Select the desired queue for the Queue Group to be applicable. An example selection

is shown below:

Queuess |

Queus Queue Key Priority
inbound ahRzfm11c3RIcmktaGl6bw 100 <

Note: The inbound queue was selected. The selection is listed in the table above with the

following information: Queue, Queue Key (Automatically generated by the tenant), Priority.

5. After all the desired queues are selected, click the save button, Save , the
following pop-up window will be displayed:
1009%
Okay

6. Click the Okay button, "

, the created queue group name will appear in the
queue group name list like the created example shown below:

Group Name

Customer Service
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Deleting a Queue from a Queue Group Name

1. Ifa queue was selected, as shown below:

Queues
Queue Queue Key Priority
inbound ahRzfm11c3RlcmktaGlEbw 100 -

2. It can be deleted by clicking the delete button, * , to the right of the Priority Column,

once clicked the following pop-up will be displayed:

demo.callcenterstudio.com says

GQueue will be deleted permanently.

Cancel
o Select the cancel button, , to cancel the deletion.

o Select the OK button, “ to confirm the deletion.

3. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted queue will not be shown.
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Adjusting priority for a Queue Group Name on a Queue

1. Once a queue is selected, as shown below:

Queues
Queue Queue Key Priority
inbound ahRzfm11c3RlcmktaGlehw 100 -

2. Priority can be adjusted based on the Queue Group skills for a specific Queue default
is 100 but if the Queue Group is still learning, the priority can be changed to a lower
number such as 50 (this is how skill levels can be set) the Priority column contains up

and down arrows on the number to adjust the skill level as shown below:

100 2

3. Toggle using the arrows until the desired skill level is selected an example is shown

below:

on
=
1k
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Editing a Queue Group

1. Click the edit button, “ , located to the right of the queues column, after clicking the

following pop-up window will be displayed:

| x
& Edit Queue Group
Queue Group Name ‘ Customer Service ‘
Queues ‘ 7
Queue Queue Key Priority
inbound ahRzfm11c3RlcmktaGlEh\ 100 a

Save Close
2. Make the desired changes.
: . Save
3. After all the desired changes are made, click the save button, , the
following pop-up window will be displayed:
x

100%

Okay
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4. Click the Okay button, ANy , the created queue group name will appear in the
queue group name list like the created example shown below:

Group Name

Customer Service
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Deleting a Queue Group

1. From the Queue Group name list, click the delete button, * , to the right of the edit

button, “ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

Customer Service group will be deleted permanently. Do

you want to continue?

Cancel .
e Select the cancel button, , to cancel the deletion.

oK
e Select the OK button, - to confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted queue group will not be shown.
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Searching for a Queue Group

1. Click the “Group Name” input box, type the Group Name, as shown below:

Gmui] Name Customer Service

Note: Partial names can be used, when spelled correctly.
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Location

Location is used to separate call center operations, using the same tenant. If a location is
created and assigned to a queue, only supervisors from that specified location will have
access to call records based on their queues assigned location. Typically used to help filter
large amounts of call records based on location. It can also be used for outsourcers to separate

client records.
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Creating a Location

1. Click the new button, + , in the top right corner of the screen. The following pop-up

screen will appear, as shown below:

& New Location

Code | ‘

MName ‘

Phone Number ‘

Address

Active

Exclude Supervisor
Dashboard

Save Close

2. Click the “Code” input box, type the desired code an example is shown below:

Code USA|

Note: Codes can be numbers or words. Once created, they can be inputted in a queue (See

Queues Section for more information).
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3. Click the “Name” input box, type the desired name an example is shown below:

Mame LU

W
0
=
7]
&

4. Click the “Phone Number” input box, type the phone number an example is shown

below:

#

Phone Number +18000000000|

Note: Phone numbers can be added to generate more information based on the location. For
example, if a location is based on a specified call center operation, the phone number of the
operation can be inputted here.

5. Click the “Address” input box, type the address an example is shown below:

Address 20202020 |er e R

Note: Addresses can be added to generate more information based on the location. For
example, if a location is based on a specified call center operation, the address of the

operation can be inputted here.
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6. After the “Address” input box, there are two checkboxes, select those that apply.

Explanations are given below:

Active For the location code to be used within a
queue, the active checkbox needs to be

selected.

Exclude Supervisor Dashboard If the Exclude Supervisor Dashboard
checkbox is selected, the supervisor will not
be able to view the quality control records

from this location.

7. After all location additions have been made, click the save button, Same , the

following pop-up window will be displayed:

100%

Okay

Okay

8. Click the Okay button, , the created queue group name will appear in the

queue group name list.
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Editing a Location

1. Click the edit button, “ , located to the right of the Exclude Supervisor Dashboard
column.

2. Makes changes as desired

3. After all the desired changes are made, click the save button, S5 , the
following pop-up window will be displayed:
100%
Okay

4. Click the Okay button, = Y
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Deleting a Location

1. From the Location name list, click the delete button, * , to the right of the edit button,

“ . When the delete button is clicked the following pop-up will appear:

demo.callcenterstudio.com says

USA Location will be deleted permanently. Do you want

to continue?

E [
o Selecting the cancel button, MU , will cancel the deletion.

e Selecting the OK button, “ will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted location will not be shown.
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Searching for a Location

1. Click the “Name” input box, type the Location name as shown below:

Name USA

Note: Partial names can be used, when spelled correctly.
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The Interactive Chat Response tab serves a similar function in chats that the Interactive Voice
Response serves for phone calls. For example, a chat can be automated and routed to specific
chat queues for agents to answer customer questions. Customers can be routed to a

conditional chat system that answers consumer questions based on specified inputs.
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Creating an ICR

1. Click the “Add ICR” button, , in the top right-hand corner of the screen,

the following pop-up will appear as shown below:

ICR Name

CR Name

Save

2. Click the “ICR Name” input box, type the name of the ICR an example is shown

below:

ICR Name

ICR ‘

Save
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3. Click the “Save” button, , the following screen will appear with the name of

the created ICR in the top left corner of the screen, as shown below:

ICR
STEPS
Step Name 1= Step Type Previous Step
ICR_Root root

Note: This is a partial screenshot of the screen that will appear, notice the name assigned in
this example, “ICR,” is located in the top left corner. Also, the first step always follows the
same format shown below:

Name assigned to ICR_Root
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column, after clicking the following pop-up window will be displayed on the

right-hand side of the screen:

Root Step Settings

Step Name | ICR_Root

Description
Next Step

Announcement

Chat evaluation

Chat Evaluation ShatEvaliistion Massass o
Whatsapp Message
Duration

Chat Evaluation FhatEvaliation Maskaie
Whatsapp Message 3

5. Click the “Step Name” input box, type the desired step name. (Note in all steps if a
number is used, the ICR will display the steps in numerical order. For example,
1.ICR _Root)

6. Click the “Description” input box, type the desired description.
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7. The “Next Step” dropdown menu can be used to link up the next step. Next Steps can
only be linked to previous steps after the step is created. It is recommended to link all
steps after setting up the ICR and then linking the steps using the Next Step dropdown
box.

8. Click the “Announcement” input box, type the desired announcement.

9. If Chat evaluation is desired, check the “Chat evaluation” checkbox. (used only for
WhatsApp & Infobip chat widgets)

10. Select the “Chat Evaluation Whatsapp Message Duration” input box type the desired
time duration (Seconds)

11. Select the “Chat Evaluation Whatsapp Message” input box type the desired message.

Save
12. Click the save button,
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Adding Announcement Step

The announcement step is a message that the customer will receive. It can be used in multiple

ways, for example, as the next step in a conditional routing selection.

1. After creating a new ICR, click the “Add ICR Step” button, + Add ICR Step ,in

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Please Select Step -

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step

Please Select Step > ‘
Announcement o

Close

Conditional Routing
ICR for DialogFlow

Queue
Set Variable
Webhook
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3. Select the “Announcement” step from the dropdown list; an example selection is

shown below:

Add ICR Step

Announcement o ‘

4. Click the Save button, , the following will appear on the right-hand side of

the screen:
Announcement Step Settings
Step Name Step Name
Description Description
Next Step Please Select Next Step -
Announcement

Announcement

Save Cancel
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5. Click the “Step Name” input box, type the desired step name.

6. Click the “Description” input box, type the desired description.

7. The “Next Step” dropdown menu can be used to link up the next step. Next steps can
only be linked to previous steps after the step is created. It is recommended to link all
steps after setting up the IVR and then linking the steps using the Next Step dropdown
box.

8. Click the “Announcement” input box, type the desired announcement.

Save
9. Click the “Save” button,
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Adding Close Step

1. After creating a new ICR, click the “Add ICR” Step button, + Add ICR Step ,in

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Please Select Step b

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step
Please Select Step b |
Announcement i

Close

Caonditional Routing

ICR for DialogFlow
Queue

Set Variable
Webhook
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3. Select the “Close” step from the dropdown list; an example selection is shown below:

Add ICR Step

Close -

4. Click the “Save” button, , the following will appear on the right-hand side of

the screen:
Close Step Settings
Step Name Step Name
Description Description
Announcement

Announcement

Save Cancel
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5. Click the “Step Name” input box, type the desired step name.
6. Click the “Description” input box, type the desired description.

7. Click the “Announcement” input box, type the desired announcement, the customer

will see before the chat closes.

Save
8. Click the “Save” button,
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Adding Conditional Routing Step

The conditional routing step allows the customer to make selections based on built-in

conditions (Note: usually, a variable step is created before the conditional formatting step).

1. After creating a new ICR, click the “Add ICR Step” button, + Add ICR Step ,in

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Please Select Step -

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step
Please Select Step - |
Save
Announcement il

Close

Conditional Routing

ICR for DialogFlow
Queue

Set Variable
Webhook
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3. Select the “Conditional Routing” step from the dropdown list; an example selection is

shown below:

Add ICR Step

Conditional Routing

Save

4. Click the “Save” button, , the following will appear on the right-hand side of

the screen:
i
Conditional Routing Step Settings
Shep Mame Step Name
RSN Description
Default Next Step Please Select Next Step -
Condition Next Step

Save Cancel
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5. Click the “Step Name” input box, type the desired step name.

6. Click the “Description” input box, type the desired description.

7. The “Default Next Step” dropdown menu can be used to link up the next step. Next
steps can only be linked to previous steps after the step is created. It is recommended
to link all steps after setting up the IVR and then linking the steps using the Next Step

dropdown box. (For conditional routing a default next step is not necessary)

8. Click the “New Step” button, B the following will appear:

9. The “Condition Name” input box is a formula based on the customer’s response. An

example is shown below:
'Smainmenu’ =="1'

Note: This conditional formatting formula is based on the variable “mainmenu” created in a

variable step, as shown below:

Set Variable Step Settings

Step Name 01.Main Menu

Description

Set Variable Name S

Note: See Variable Step Section for creating a variable step. In this step, if the customer

inputs the number “1,” the customer will be transferred to step defined below:
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10. Click the dropdown menu under the “Condition Name” input box. (Note: Normally
this is done after all the steps are completed, to link the conditional routing with the

next steps). An example is shown below:

02.Enter the Credit amount -

Note: In this example, if the customer inputs “1” then, the customer will be transferred to
“02.Enter the Credit amount” step.

11. Repeat steps 8-10 until the desired amount of conditional formatting steps is reached.

Save
12. Click the save button,
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Adding ICR DialogFlow Step

A chatbot can be created using Google Dialogflow. By creating this step, the desired
language of the dialog flow can be used by the customer for ease of communication with the

agent. Google Dialogflow transmits the conversation’s responses into each user's preferred

language.

1. After creating a new ICR, click the “Add ICR Step” button, =+ Add ICR Step , 1n

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Please Select Step -

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step
Please Select Step b |
Announcement o

Close

Conditional Routing

ICR for DialogFlow
Queue

Set Variable
Webhook
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3. Select the “ICR for DialogFlow” step from the dropdown list; an example selection is

shown below:

Add ICR Step

ICR for DialogFlow -

Save

4. Click the “Save” button, , the following will appear on the right-hand side of

the screen:

ICR for DialogFlow Step Settings

Stap Name Step Name

Descrptian Description

RapaESitap Please Select Next Step -
Language Please Select Language b
Conversation Starter Conversation Starter

Rrojact Name Project Name

Set Variable Input Time

Variable Input Time (sec)
(sec)

Time Out Next Step

Please Select Timed Out Step v

Save Cancel
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5. Click the “Step Name” input box, type the desired step name.

6. Click the “Description” input box, type the desired description.

7. The “Next Step” dropdown menu can be used to link up the next step. Next steps can
only be linked to previous steps after the step is created. It is recommended to link all
steps after setting up the IVR and then linking the steps using the Next Step dropdown
box.

8. Click the “Language” dropdown menu, select the desired language.

9. Click the “Conversation Starter” input box, type the desired conversation starter. It is

the first sentence the customer sends to the chat.

Note: For a generic string to trigger the Dialogflow type: $initial message

10. Click the “Project Name” input box, type the desired project name. (ID of the dialog
flow project opened on behalf of the customer in Google Cloud Platform.) (Contact
the assigned Call Center Studio Project Manager for the Project Name.)

11. Click the “Set Variable Input Time (sec)” input box, type the desired timeout period.

12. The “Time Out Next Step” dropdown menu can be used to link up the next step. Next
steps can only be linked to previous steps after the step is created. It is recommended
to link all steps after setting up the IVR and then linking the steps using the Next Step

dropdown box.

13. Click the “Save” button,
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Adding Queue Step

The queue step is used to connect a customer with the appropriate chat queue. (Note: it can be

used after a conditional routing step to send the customer to the appropriate chat queue).

1. After creating a new ICR, click the “Add ICR Step” button, + Add ICR Step ,in

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Flease Select Step -

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step

Please Select Step - |

Announcement
Close

Conditional Routing
ICR for DialogFlow

Queue
Set Variable
Webhook
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3. Select the “Queue” step from the dropdown list, an example selection is shown below:

Add ICR Step

Queue v

4. Click the “Save” button, , the following will appear on the right-hand side of

the screen:
Queue Step Settings
Siep Nama Step Name
Description Description
haXE Stap Please Select Next Step -
Queue Please Select Queue -

Enable Reserved Agent &

Reserved Agent

Reserved Agent

Save Cancel
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5. Click the “Step Name” input box, type the desired step name.

6. Click the “Description” input box, type the desired description.

7. The “Next Step” dropdown menu can be used to link up the next step. Next steps can
only be linked to previous steps after the step is created. It is recommended to link all
steps after setting up the IVR and then linking the steps using the Next Step dropdown
box.

8. Click the “Queue” dropdown menu, select the desired chat queue.

9. A reserve agent can be enabled if desired by checking the “Enable Reserved Agent”
Checkbox.

10. If the “Enable Reserved Agent” checkbox is selected, type the reserve agent’s name.

Save
11. Click the “Save” button,

Call Center Studio User Guide October 2020 Version



lIiCente

S T UD I O ICR

Adding Out of Working Hours Step

Out of working hours, steps can be used within an ICR to notify the customer that they

cannot be transferred to a live agent because it is not within working hours. This step can be

used instead of creating time constraints within the Incoming Chat section.

1. After creating a new ICR, click the “Add ICR Step” button, + Add ICR Step ,in

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Please Select Step -

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step

Please Select Step - ‘
Announcement o

Close

Conditional Routing

ICR for DialogFlow

Queue
Set Variable
Webhook
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3. Select the “Out of Working Hours” step from the dropdown list; an example selection

is shown below:

Add ICR Step

Out Of Working Hours = ‘

Save

4. Click the “Save” button, , the following will appear on the right-hand side of

the screen:

Out Of Working Hours Step Settings

Step Name

Step Name

Description Description

Note Input Time (sec) Note Input Time (sec)

Time Qut Next Step Please Select Timed Out Step -

Next Step Please Select Next Step

Announcement

Success Announcement

Success Announcement

Unsuccessful Unsuc
Announcement

Note: The entire selection is not shown. The scroll bar needs to be used to view all the inputs.
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5. Click the “Step Name” input box, type the desired step name.

6. Click the “Description” input box, type the desired description.

7. Click the “Note Input Time (sec.)” input box, type the desired note timeout.

8. Click the “Time Out Next Step” input box, select from the dropdown menu the
desired next step (Note: Previous steps can also be used to show the customer the
variable selection again on ICR)

9. Click the “Announcement” input box, type the desired announcement.

10. Click the “Successful Announcement” input box, type the desired announcement.

11. Click the “Unsuccessful Announcement” input box, type the desired announcement.

12. Click the “Information Email Address” input box, type the desired email address.

13. Click the “Tag” dropdown box, select the desired tags.

14. Click the “Save” button, m .
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Adding Set Variable Step

The set variable step is used to create variables for conditional routing.

1. After creating a new ICR, click the “Add ICR Step” button, =+ Add ICR Step , 1n

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Flease Select Step -

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step

Please Select Step - |

Announcement
Close

Conditional Routing
ICR for DialogFlow

Queue
Set Variable
Webhook
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3. Select the “Set Variable” step from the dropdown list; an example selection is shown

below:

Add ICR Step

Set Variable -

Save

4. Click the “Save” button, , the following will appear on the right-hand side of

the screen:

Set Variable Step Settings
Step Name
Description Descrintion

Set Variable Name

et Variable Name
Set Variable Value at Variable Value
Set Variable Input Time riable Input Time (sec
(sec) -
Time Out Next Step Please Select Timed Out Step =
Next Step Please Select Ne s -
Announcement ATRALN

Announceme
£l

Template Messages

Save Cancel
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10.

1.

Click the “Step Name” input box, type the desired step name.

Click the “Description” input box, type the desired description.

Click the “Set Variable Name” input box, type the desired variable name.

Click the “Set Variable Input Time (Sec)” (Used as time out period for variable inputs
on conditional routing step), type the desired length of time for the timeout (sec).
Click the “Time Out Next Step” input box, select from the dropdown menu the
desired next step (Note: The previous step can also be used to show the customer the
variable selection again on ICR)

Click the “Announcement” input box, type the desired announcement (Normally the

variable list used in the conditional routing step).

[+
Template messages can be added by clicking the “Plus” button . , the following

screen will be displayed:

Message To Show a

Message To Send

Save

12. When finished, click the “Save” button,
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Adding Webhook Step

The webhook step is used for sending information to, or for receiving information from a web

service.

1. After creating a new ICR, click the “Add ICR Step” button, + Add ICR Step ,in

the top right-hand corner of the screen, the following pop-up will appear as shown

below:

Add ICR Step

Flease Select Step -

2. Click the “Please Select Step” input box the following dropdown box will appear as

shown below:

Add ICR Step

Please Select Step - |

Announcement
Close

Conditional Routing
ICR for DialogFlow

Queue
Set Variahle
Webhook
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3. Select the “Webhook” step from the dropdown list; an example selection is shown

below:

Add ICR Step

Webhook

Save

4. Click the Save button, , the following will appear on the right-hand side of

the screen:
Webhook Step Settings
Slaprams Step Name
Bescription Description
Next Step Please Select Next Step
Webhook Urls Please Select We IRL
Webhook Method POST

Save Cancel

5. Click the “Step Name” input box, type the desired step name.

6. Click the “Description” input box, type the desired description.
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7. Click the “Webhook Urls” dropdown menu, select the desired Webhook URL (Note:
Webhook URIs are created in the Web URLSs section, See Web URIs for creating a
Web URL or talk to the assigned Call Center Studio Project Manager.)

8. Select the desired “Webhook Method” from the dropdown box.

Save
9. When finished, click the “Save” button,
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Editing ICR Step

1. Click the edit button, , located to the right of the “Next Step” a pop-up window

will be displayed according to the step type, an example edit for the root step is shown

below:
Root Step Settings
o ICR_Root
Description Description
Next Step Please Select Next Step -
Announcement P -~

Chat evaluation 2]

Save Cancel

2. Make desired changes (See Adding steps for more information)

.
3. Click the Save button, .
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Deleting ICR Step
1. From the ICR name list, click the remove button, , to the right of the edit button,
ﬁ. When the delete button is clicked the following pop-up will appear:
ICR Removing

The ICR will be deleted. Do you accept?

Mo

o Selecting the “No” button, - will cancel the deletion.

e Selecting the “Yes” button, , will confirm the deletion.
Yes

2. Confirm the deletion by clicking the “Yes” button,

The screen will reload, and the deleted ICR step will not be shown.
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Searching for an ICR Step

There are five ways to search for an ICR step. ICR steps can be searched using the separate
filter options or a combination of filter options explained below:

1. Click the search box in the top right-hand corner, type the desired ICR step as shown

below:
f?2)0
ICR_Root | Al -

2. For ease of use ICR steps can be filtered by clicking the dropdown box list as shown

below:
ICR_Root Al -
Edit/Remove Al d
Step Name

Step Type

Previous Step

Next Step

3. Filter using the appropriate dropdown selection, to find the desired ICR step.
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Editing ICR

1. Click the edit button, , located to the right of the “Create Date” column, after

clicking the following pop-up window will be displayed:

ICR
STEPS
Step Name 1t step Type Previous Step
ICR_Root root

2. Make changes as desired
3. Click the “Save ICR” button, , located in the top right-hand corner

4. To return to the main menu, click the “Show ICR List” button, ,

the ICR List screen will appear as shown below:

ICR List
ICR Name 1 Step Count Create Date
ICR 1 2020-04-29 19:58:29
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Deleting ICR

1. From the ICR name list, click the remove button, , to the right of the edit button,

. When the delete button is clicked the following pop-up will appear:

ICR Removing

The ICR will be deleted. Do you accept?

Mo

o Selecting the “No” button, - will cancel the deletion.

o Selecting the “Yes” button, , will confirm the deletion.
Yes

2. Confirm the deletion by clicking the “Yes” button,

The screen will reload, and the deleted ICR will not be shown.
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Searching for an ICR

1. Click the “Search” input box, type the ICR name as shown below:

Search: | ICR

Note: Partial names can be used, when spelled correctly.
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Agent Screen

Agent

The agent screen is used by the customer service representative to perform inbound and
outbound communication with customers.
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Audio Settings

This section contains information to help agents in troubleshooting errors regarding the sound

settings in Call Center Studio.

URL Settings

1. Click the security button to the left of the URL when clicked the following settings

will be displayed:

# demo.callcenterstudic.comfv2/en/home. html#

~ L X
Connection is secure
Your information (for example, passwords or
credit card numbers) is private when itis sent to

| this site. Learn more
& Microphone Allow -
A Notifications Allow -
[2 Pop-ups and redirects | Allow -
B Certificate (Valid)
& Cookies (10in use)
9 Site settings

-

Note: Microphone, Notifications, and Pop-ups and redirects have all been changed to

“Allow” for the agent tenant screen.
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£ Sitesettings
2. If these settings are not initially shown, click site settings, , once

pressed the page settings screen will appear as shown below:

€ https://demo.callcenterstudio.com

Usage
5 cookies Clear data
Permissions Reset permissions
Q@ Location Ask (default) -
B Camera Ask (default) -
& Microphone Allow -
@) Motion sensors Allow (default) -

3. Look through the settings list and select "Allow" for the microphone, notification, and

Pop-ups and redirects.

4. Click the exit button, , to the right of the settings tab,

and return to the Agent Screen.
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Agent Screen Audio Settings

1. Once in the agent module, the following screen will appear:

allCenter
Available L ACW Short Break Lunch s Training Meeting 00:00:00
\\ 00:00:00 E 00:00:00 g 00:00:00 g 00:00:00 b& 00:00:00 00:00:00
Search Number

— Please Select Queue ¥

o g
a
WAITING : 0 ¢ TALKING: 0 ©  BREAK:0 t, AVAILABLE:0 BB8

Active Calls Active Chats Perfoi

=
. bt

IVR Apps
check your audio settings.

For a continous communication with Call Center Studio, We recommend you to

. G000

Audio Input : Default ¥ | Please select audio input device. If the
selected device is working correctly,
L ] audio input level bar would animate.
Caller 1D Called Number Stalus Call Date Cor Inbound Call
4 Audio Output : | Default ¥ Please select audio output device. You v
" mayest ihe selected device by clicking

the text below the device selection box
Test audio output device. you don't hear the beep sound please
check the connections and try again.

Ringing Standard
Volume :

Okay

I

_ Conference

Softphone : Registered

2. Every time the agent logs into the Agent Screen, the tenant sound setting pop-up

window will appear as shown below:
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®

For a continous communication with Call Center Studio, We recommend you to
check your audio settings.

Audio Input : | Default v | Please select audio input device. If the
selected device is wor |nf; correctly,
[ | audio input level bar would animate.

Audio Output : | Default v | Please select audio output device. You
may test the selected device by clicking
the text below the device selection box. If
Test audio output device. you don't hear the beep sound please
check the connections and try again.

Ringing | Standard v
Volume :

Okay

3. Click the “Audio input” dropdown box a dropdown menu will appear:

il
x

For a conlinous communication with Call Center Studio, We recommend you lo
check your audio settings.

Audio Input:  Default

¥ | Please select audio input device. If the

Family 17h (Models 10h-1fh) HD Audio Controller Analog Stereo_ |

Audio Quiput e T rITESE SIS AU DU WS VIGE, T
e may test the selected device by clicking

Note: In the dropdown menu, the agent should select the desired audio input method.

5. Select the desired audio input. An example is shown below:

For a continous communication with Call C
check your audio settings.

Audio Input: | Default v|
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6. After selecting the desired audio input method, use the vertical soundbar shown below

to determine if the audio input device is working correctly:

Note: The audio input level bar will illuminate in dark blue when speaking, to test the proper
audio input connection.
7. Click the “Audio Output” dropdown box a dropdown menu will appear an example is
shown below:
Audio Output : |Default’ v| Please select audio output device, You

Test audio ¢ Famly 17h (Models 10n-1ih) HD Audio Coniroller Analog Stereo
CNECK e CONMNECTIoNS &N Ty aganm:

Ringing Standard v|
Volume : I )

Note: In the dropdown menu, the agent should select the desired audio output method.

8. Select the desired audio output; an example is shown below:

Audio Output : | Default Y|

9. After selecting the desired audio output method, click the "Test audio output device."
button if working correctly, a beep will be heard in the agent's selected audio output

device, the switch is shown below:

Test audio output device.
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10. Click the Ringing Volume input box a dropdown menu will appear as shown below:

Ringing Standard v |
Volume : L ow
High

Note: Ringing volume is based on the agent's preference, three volumes can be selected: Low,

Standard, and High.

11. Select the desired ringing volume; an example selection is shown below:

Ringing | Standard v
Volume :

12. Once all audio settings have been selected and tested, click the "Okay" button,

Oka . .
Y . The agent screen will be displayed, as shown below:
o MR O Bmcusflix oun le T ey 0900
sa0
WAITING : 0 ¢ TALKING: 0 % BREAK:0 %, AVAILABLE: 0 BEBEB

Active Calls Active Chats Performance Previous Calls Queues Team My Messages Evaluations m
IVR Apps B n

. S00

Caller IDCalled Number Status Call Date Connected Date Queue Inbound Tag Transfer Agent Transfer Tenant Transfer Tenant Agent Active Inbound Call 9

:

Softphone : Registered
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Agent Statuses

Agent statuses are used to track agent productivity. Supervisors can view the statuses of

agents in real-time. The default and custom statuses are explained in detail below.

Default Statuses

At the top of the agent screen, the six Call Center Studio default agent statuses are listed, an

image of these statuses is shown below:

\\ Available % ACW = Short Break E Lunch % Training Meeting
& 00:00:00 00:00:00 F2NN 00:00:00 00:00:00 o 00:00:00 00:00:00

Each status is used differently, as described below:

Tracks agents' time in available status. For

3 i .
\ Available agents to make and receive calls, the
b HEHOE available status must be selected.
é ACW Tracks agents' time in After Call Writeups.
00:00:00

= Short Break

\op Tracks agents’ time on breaks.

FEN] 00:00:00

z Lunch Tracks agents’ time at lunch.
00:00:00
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&%  Training ..
Tracks agents’ time in training.
;& 00:00:00 £ £

Meeting

Tracks agent’s time in meetings.
00:00:00

Note: Agents have to click the status that defines their current situation for proper tracking to
occur. Supervisors can change the status of an agent when necessary. (See supervisor

section)

Call Center Studio User Guide October 2020 Version



Agent Screen

Custom Statuses

Custom statuses can be created and defined by the administrator. The following information

demonstrates how an agent can select a custom status.

1. Below the meeting tab is a dropdown menu with a folder containing a

downward-facing arrow, click this dropdown box below:

Meeting
D000

L J—
Back Office
':Ilﬂlf-lﬂtlu [:.I'Jl'fl,_""f_'l'li_ e

After Conference

SalesMeeting

Note: Back office, Conference, and After Conference are built-in statuses and can be made

active by administrators (See Statuses Section).

2. SalesMeeting status was created to provide an example of what a custom status looks
like; the agent simply needs to click the status (note the agent will not be able to view

the time in custom status, but the time can be viewed under the supervisor tab).
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Selecting a Status

To select a Status, click the desired status from the default menu, select a custom status (See
Custom Status section for more info). The chosen status will be outlined in orange; examples

are shown below:

Active Default Status Example:

\ Available
& 00:00:09

Active Custom Status Example:

T SalesMeeting ']

Changing a Status

To change status, click a different status.
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Call Statuses

Call Statuses are used so that the agent can know the status of the call, such as ringing,
talking, waiting, wrap-up, and chat.

The call statuses are not illuminated until a call is made, the unilluminated statuses are shown
below:

The five call statuses when illuminated are defined below:

Will light-up as shown when an incoming
I - Ringing I call or outgoing call is in progress.
: Will light up as shown when an incoming or
t: Talking outgoing call is answered.

Will light up when a call has been placed on
Waiting hold by the agent.

Pause, used after chatting and calling
(through campaigns) for the agent to

wrap-up any tasks with the customer. The
agent can then reselect "Available" status to
continue answering customers. (Wrap-up

time can be changed in the Administrator
section under Queues).

Will light up when the agent is chatting with
.’ Chat a customer.
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Call Center at a Glance

Metrics regarding the queue and team performance are available to the agent. The “Call
Center at a Glance” is a valuable resource for agents to use for time management and

decision making. The “Call Center At a Glance” bar is displayed below:

WAITING: 0 Y TALKING:O T BREAK : 0 (. AVAILABLE:1

The “Contact Center At a Glance” metrics are defined below:

Displays the number of consumers waiting
WAITING: 0 in the queue assigned to the agent

Displays the number of agents talking to
q TALKING : O consumers in the queue assigned to the
agent

Displays the number of agents on break in
BREAK : O the queue assigned to the agent

Displays the number of agents available in

"?\\ AVAILABLE : O the queue assigned to the agent




(O
CallCenter

Agent Screen

Agent Panel

The agent panel allows agents the ability to monitor their active calls, active chats, and
performance. Also, the agent can view previous call history from this panel. Also, agents can
monitor queue metrics such as total calls, answered calls, short calls, abandon calls, answer
speed, and total talking time. Agents can view team status and times in status, and they can
send messages to the supervisor, team, or a specific team member. Lastly, agents can see

evaluations and use IVR applications all within the control panel.

An example of the agent screen is shown below:

Ac E Active Chats Performance Previous Calls Queues Team My Messages Evaluations
Bar
IVR Apps

Chat Busy

Caller ID Called Number Status Call Date Connected Date Queue Inbound Tag Transfer Agent Transfer Tenant Transfer Tenant Agent Active Inbound Call
3
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Active Calls

The agent panel’s active calls tab provides information about the agent’s current call, such as
the queue, the consumer name, the status of the call, the duration of the call, and the phone

number. Agents can also tag a call if desired when the call is in progress from this screen.

An example of the active calls tab with an active call is shown below:

Active Chats Performance Previous Calls Queues Team My Messages Evaluations
Bar

Activ

IVR Apps
Caller ID Called Number Status Call Date Connected Date Queue Inbound Tag Transfer Agent Transfer Tenant Transfer Tenant Agent Active Int
A4
15125721095 *+H+esrees 54 talking 2020-05- 2020-05-05 outbound X | Tag |
05 19:05:27 —

19:05:18
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Tagging an Active Call

Calls can be tagged while the agent is talking to the consumer.

Note: If a call is tagged while the call is in progress, more tags cannot be added by the agent

after the call is finished.

1. While the call is in progress a tag can be assigned to the call by clicking the tag

button, |.Tan , once click the following pop-up window will be displayed:

Tags - Google Chrome X

(® demo.callcenterstudio.com/v2/en/agent_choose_tags.html?key=ahRzfm1lc3RL..

Search

|
S (| Group Select

testing
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2. A list of created tags will be displayed. If multiple tags are used, the search input box
can be used. Select the desired tag(s) from the tag list (Group tag selections can be
made by checking the “Group Select” checkbox. Once a tag has been selected, it will

be displayed as shown below:

Save

Note: Tags can be deselected from the call by clicking the X to the right of the tag name.

. . . Save
3. Once all the desired tag selections have been made, click the save button, -

Note: More tags can be added while on the call if necessary by repeating steps 1 - 3.
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Active Chat

Active Chat shows all of the agent’s active chats. Details such as queue, client name, status,

duration, tag, and phone number can be viewed in the active chat tab.

The following image is an example of the agent active chat window with a live chat:

Active Calls e I Perfoarmances Previous Calls Q“E'IJE'E Team M!" MEEiagEE Evaluations Chat
IVR Apps =
Quais CHant Mams Staius Duration Tag Prans Mumbes

Chat Mam challiig Q0005 Tag
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Answering a Chat

On the agent screen, the following will occur when an incoming chat appears:

The ringing call status will illuminate:

_

The following pop-up will appear:

MNew chat request!

Accept Reject

Reject .
o Select the cancel button, , to reject the chat.

Accept
® Select the accept button, , to accept the chat
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. Accept . . X
1. Click the accept button, , the following transitions will occur:

The ringing status will change to chat status:

e B e

The chat window will appear:
Sophie D=0

Sophie 17:06:21

Hello can you help me?

John Smith 17:07:12

Of course | can!

John Smith 17:07:22

How can | help you?

O -

fal send. L EReBI

The active chat tab will show the current chat:
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Active Calls Active Chats Performance Previous Calls | Queues | My Messages Evaluations | je4G
IVR Apps

Queue + Client Name Status Duration Tag Phone Number
Chat Matt Christina chatting 00:00:05
Chatting

Using the chat pop-up window shown below:

Sophie D=0

~ Sophie 17:06:21
Helle can you help me?

John Smith 17:07:12

Of course | can!

John Smith 17:07:22
How can | help you?

®| | Y <

4

[l send... 1, %]-@-i—?

The following functions can be completed:
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Sending a Chat Message

©
1. Click the message input box, L “, type the desired message.

2. Click the send button,

Sending a Template Message

Template messages are used by agents to increase response time and efficiency. See Chat

Widgets Section, Template messages for information on creating a template message.

=

1. Click the open template messages button,
the chat window:

, the following screen will appear in
Sophie i [T o]

cCa—— O |

TRACKING NUMBER

Can | have your tracking number?

fal send. R, E| B &
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2. Click the desired template message. The following will appear:

Sophie D=0

crmmm—— O |

Lal selec. 1 E|BEL

[ 1, Search

Note: If multiple template messages are present, the search input box,

can be clicked, type the desired subject of the template message to filter the results.

3. The Template message can be sent directly by clicking the send button, , or the

message can be edited by clicking the edit button, @ Once the edit button is

clicked the template message will appear in the message input box as shown below:
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4. Edit the Template message as desired.

5. Click the send button, .

Sending a File

Note: Sending a file feature can not be used when “Restricted File Sharing” is checked for
the chat widget. The following image shows how the agent chat screen changes when this

checkbox is selected.:

1. Click the send file window, , the following popup will appear:

Cancel Open File Q Open

@ Recent 0 Documents  +

it Home Mame Size Type Modified = Call Center Studio Logo.png

Jocuments -

4 Downloads

dd Music

1 Pictures

Wl Videos

+ Other Locations
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2. Click the desired file. The file will appear in the send file window, as shown below:

LAl call ..

3. Click the send file button, 4 , the file will appear in the chat window, as shown

below:

Sophie D=0

Sophie 17:14:49
Can you send me your logo?

John Smith 17:15:58

allCentGer

S T UDI1 O

Lal selec.. t E)NE S
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Parking a Chat

Parking allows the customer to be placed on hold. Agents can answer other chats when the

customer responds the same agent will receive the chat.

1. Click the park button, , the following pop-up window will appear:

Closing Chat: Sophie

Do you approve the closure of the
chat?

Yes No

2. Click the yes button, Yas
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Expanding the Chat Window

1. Click the change size button, , the chat window will enlarge an example is shown

below:

Sophie D=0

L 1w odics,
"2" for Technical Suppont,
"3" for Other Enquiries.

Sophie 17:05:48
1

Sophie 17:06:21

Hello can you help me?

John Smith 17:07:12

Of course | can!

John Smith 17:07:22

How can | help you?

Sophie 17:14:49

Can you send me your logo?

John Smith 17:15:58

lIiCente

S T U DI\ O

Al selec.. B, E|NE
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Transferring a Chat

L]

1. Click the transfer button, , the following pop-up will be displayed:

| users |

| |Q
Name Status
Tyler Wright Ry
John Smith chatting R
James Dean chatting L]
Tom Grey logoff Ry
Sally Sims lunch Ry

Close

2. In the search input box, type the user’s name if the agent is available, select the

] . . .. .
transfer button, " , to the right of the status column. The following transition will

take place:
The chat window will disappear.

The chat status will change to wrap-up status:

.’ Chat _— . Wrap-up
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The available button will illuminate:

‘ Available \ Available
00:00:00 I 00:00:12

Pulling Data from a CRM Using a Web Service for a Chat

1. Click the custom field button, = , the following pop-up screen will appear:

0=0

Sophie

‘

4l selec.. |, E|NE I

Note: Currently, the custom field example is not pulling information from the web service

because the screen is blank. When using a web service, data about the customer from the
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CRM can be viewed here. (If desired, this feature can be completed, talk to the assigned Call

Center Studio Project manager.)

Viewing Customer Previous Chat History on a Chat

1. Click the view history button, , the following pop-up screen will appear:
Date Agent Queue
2020-07-10 18:27:39 Sheldon Warren Chat Queues
Close

Note: Previous customer chat history can be viewed if the customer inputs the same email

address. The tenant uses the email to keep track of the chat records.

Call Center Studio User Guide October 2020 Version



Agent Screen

2. Click the desired underlined date located in the date column. The following pop-up

screen will be displayed:

CCS - 2020-07-10 18:27:41

Welcome to Call Center Studio. World's
First Contact Center Software built on
Google. Please press: "1" for Sales, "2"
for Technical Support, "3" for Other
Enquiries.

Sophie - 2020-07-10 18:27:42

1

Sophie - 2020-07-10 18:27:54

Hello -
Close
o ) Close
3. After viewing, click the “Close” button,
) Close . ) .
4. Then click the other “Close” button, , to exit the previous chat history

window.
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Finishing a Chat

1. Click the finish chat button, , the following pop-up screen will appear:

| x
Closing Chat: Sophie
Do you approve the closure of the
chat?
Yes No
. Yes . .. .
2. Click the yes button, . The following transitions will occur:

The chat window will disappear.

The chat status will change to wrap-up status:

—

The available button will illuminate:

(o Available (‘ Available
D0:00:00 _— 00:00:12
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Performance

The performance tab monitors an agent’s daily self-performance.

Performance metrics such as total calls (call metrics), total holds (hold metrics), and chat

metrics can be viewed in this tab. An example performance tab is shown below:

Active Calls Active Chats Performance

Previous Calls Queues Team My Messages Evaluations @
IVR Apps

Total Calls Total Talk Time Total Avg Talk Time Total Local Release Inbound Calls Inbound Talk Time  Inbound Avg Talk Time  Inbound Local Release  Answer Spi
a 00:06:34 00:01:18 ] 1] 00:00:00 00:00:00 a aQ
1 3

Total Holds Total Duration Available Break Lunch Break + Lunch Meeting Training ACW Back Office Talking Ringing Wrap-up Dialing Ct
2 01:28:22 00:53:54 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:01:11 00:05:17 00:00:00 00:00:00 00:03:21 0OC
4 »

Previous Calls

The previous call tab lists the last 19 calls that the agent has made or received. Quick metrics
on these calls can also be viewed under the performance tab and the ability to tag previous

calls. An image of a “Previous Call” tab is displayed below:

Active Calls Active Chats Performance Previous Calls Queues Team My Messages

C Evaluations
IVR Apps ik

Calier Called Queue Call Date Start Date Finish Date Duration Tag

ko 15125721095 ‘o Yok AR outbound 2020-05-05 19:05:18 2020-05-05 19:05:27 2020-05-05 19:09:24 00:03:57

Kb 15125721095 ‘o bbbl v outbound 2020-05-05 18:49:19 2020-05-05 18:49:26 2020-05-05 18:49:58 00:00:32 lﬂ|
&. 15125721095 ‘o e GA outbound 2020-05-05 18:33:04 2020-05-05 18:33:12 2020-05-05 18:33:18 00:00:08 lTil
Qu 15125721095 ‘. it outbound 2020-05-05 18:32:22 2020-05-05 18:32:57 00:00:00 LE|
{o 15126721095 {o kil biabiel +1 1 outbound 2020-05-05 18:30:27 2020-05-05 18:30:52 2020-05-05 18:32:11 00:01:19 @l
‘o 15125721095 ‘o bbbl ) outbound 2020-05-05 16:34:47 2020-05-05 16:35:44 00:00:00 |T;ag|
'\b 15126721095 ‘. kil outbound 2020-05-05 16:32:39 2020-05-05 16:33:08 2020-05-05 16:33:48 00:00:40 |T-ﬂ|
‘. 15125721085 \. obibiisdobiadisg outbound 2020-05-05 16:17:56 2020-05-05 16:18:17 00:00:00 lﬁl
L 15125721085 ‘o oiubitisiirikl i outbound 2020-05-04 17:10:38 2020-05-04 17:10:49 2020-05-04 17:15:08 00:04:19 lTﬂl
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Tagging a Previous Call

Note: If a call is tagged in the previous call screen,, more tags cannot be added after the save

button is clicked.

1. Click the tag button, L2 | , located on the far right of the call metrics, once clicked,

the following pop-up window will be displayed:

Tags - Google Chrome x

® demo.callcenterstudio.com/v2/en/agent_choose_tags.html?key=ahRzfml1c3RL..

Search
|

testing

2. A list of created tags will be displayed. If multiple tags are used, the search input box
can be used. Select the desired tag or tags from the tag list (Group tag selections can
be made by checking the “Group Select” checkbox. Once a tag has been selected, it

will be displayed as shown below:

Save

Note: Tags can be deselected from the call by clicking the X to the right of the tag name.
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. . . Save
3. Once all the desired tag selections have been made, click the save button, -

Queue

The Queue tab gives the agent brief performance metrics on how the assigned queue is

performing. Metrics such as total calls, short calls, answered calls, abandoned calls,

answering speed, and total talking time can be found under the Queue tab.

An example “Queue” tab is shown below:

Active Calls Active Chats Performance Previous Calls Queues Team My Messages Evaluations
Bar
IVR Apps |
Queue Total Calls  ShortCalls  Answered  Abandon  Speed of Answer Total Talking
outbound 0 0 0 0 00:00.00 00:00:00
Total 0 0 0 0 00:00.00 00:00:00

~ Total: SL2%&
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Team
The administrator or supervisor can make and assign agents to teams. If the agent has been

assigned a team, quick metrics on team members such as name, status, and status time can be

viewed here.

An example of the team tab is shown below:

‘ Active Calls Active Chats Performance Previous Calls Queues Team My Messages Evaluations @
‘ IVR Apps
\
E;r: = ‘Name Show only online agents
MName Alias Status Status Time
Cemal Yilmaz logoff 26:35:38
My Messages

The My Messages tab is used by the agent to send messages to a supervisor and team

members.

An example of the My Messages tab is shown below:

Active Calls Active Chats Performance Previous Calls Queues Team My Messages Evaluations
IVR Apps =

| v| Send v|| Send |
Type Date Message
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Sending a Default Message to a Supervisor

1. Click the first dropdown box (on the left) an example dropdown listing of default

messages is shown below:

| Active Calls Active Chats Performance
i IVR Apps
v Send |
|1 need Help

| woluld like to take a break
| would like to have a lunch

2. Click the desired message an example selection is shown below:

| woluld like to take a break v| Send |
Type Date Message

3. Click the send button, ﬂ| . The following notification pop-up window will be
displayed on the supervisor screen:

®

matthew.christina@callcenterstudio.com
Short Break Permission

.3

Okay

Note: Previously sent messages can be viewed by the agent, as shown below:

Type Date Message

Customer 28/5/2020 sheldon.warren@callcenterstudio.comhello
Representative 17:23:41

28/5/2020 hello
17:23:41
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Sending a Custom Message to a Supervisor

1. Click the second dropdown box (on the right) the following dropdown menu will

appear:

Previous Calls Queues Team M

* Send

sl \Matt Christina

Note: If the agent is assigned a team, and there are multiple supervisors, all the supervisors’

names will be listed in the dropdown menu.

2. Click the desired supervisor (if multiple) the following pop-up window will appear:

| x]

Redipient matthew.christina@callcente|

Message Type Popup Message '|

Content

Send
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3. Click the message type input box the following dropdown menu will be shown:

Reciient matthew.christina@callcente

Mesgapa Type PDﬂUFJ Messaﬂe ¥
MEESHEE |
— Popup Message

4. Select the desired message type. Note the default message type is Popup Message. An

example selection is shown below:

Message Type Popup Message v

5. Click the content input box, and compose the message. An example message is
displayed below:

Content

;'H'ey Matt can yuu' héip me with this repeat customer |
'l am going to call your direct line?|
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6. Click the send button, Sand . The following notification pop-up window will be

displayed on the supervisor screen:

matthew.christina@callcenterstudio.com
Hey Matt can you help me with this
repeat customer | am going to call

your direct line?

Okay

Note: Previously sent messages can be viewed by the agent as shown below:

Type Date Message

5/5/2020 Hey Matt can you help me with this repeat customer |
20:41:48  am going to call your direct line?
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Evaluations

Supervisors can evaluate agent performance based on calls and chats. Agents can view
evaluations under the evaluations tab. Details can be seen under this tab, such as Caller, date,
duration of the call, evaluation score, and call recording. Agents can also view supervisor

comments, messages, or make objections on the evaluated score.

An example of the evaluation tab with an agent evaluation is shown below:

Active Calls Active Chats Performance Previous Calls Queues Team My Messages Evaluations
Bar
IVR Apps
Caller Called Call Date Hangup Date Queue  Duration Score Evaluation Date Evaluating User Recording Objectior
15125721085 iktiik 43 2020-05- 2020-05-05 outhbound 49 10 2020-05-06 matthew.christina@callcenterstudio.com Object Tc
05 :25:14 16:32:51
20:23:50

L3
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Listening to Call Recording from an Evaluation

1. Click the “Recording” button, ' ", under the recording column on the evaluation. The

following pop-up will be displayed:

P s 00:00 o)) emm—

Agent

Phone Number

Duration

Waiting Duration

Queue

Call Type

Call Date :

Hangup Date s &

Close

2. Click the play button, > , to listen to the recording.

Note: recording speed can be adjusted (Between 50% and 150%) using the bar shown below:

Note: volume can be adjusted using the bar shown below:

o) e—
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3. Click the close button, e

Viewing Supervisor Comments from an Evaluation

1. Click the “Detail” button, 2&tall ynder the evaluation detail column on the

evaluation. The following pop-up will appear:

Question Answer Score
How was the customer Good 7.00
SEnice?

How is the agent's Good 3.00
sales skills?

Evaluation Note

Hey nice job making the sell.

Max Description
Score
10
10
Close

Note: Evaluations questions, answers, agent scores, max scores, and evaluation notes can all

be viewed from the evaluation detail pop-up window.
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3. To exit the evaluation window, click the close button, Close

Commenting on an Evaluation

1. Click the “Object To” button, ObEctTo ynder the objection column on the

evaluation. The following pop-up will appear:

Message

Send Close

2. Click the message input box, type a message to be sent to the supervisor.
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Send

3. Click the send button, , the following confirmation window will be

displayed:

100%
Objection form sent.

Okay

Okay

4. Click the okay button, , to return to the agent screen.

IVR Apps

The IVR apps section is displayed here. It is blank because there are numerous IVR apps that
the Call Center Studio development team can add according to your operation. (For more
information on IVR apps or to have one added, contact the assigned Call Center Studio

Program Manager).

Active Calls Active Chats Performance Previous Calls Queues Team My Messages Evaluations Chal
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Softphone

The softphone is used by the agent for manual dialing, transferring, talking to multiple
customers, conference calls, settings adjustments, holds, and hangups.

An example of the softphone with descriptions is shown below:

00 . 00 . 00 Call Timer

Search Number Phone Number Input Box

Please Select Queue *  Queue Selection Dropdown Menu

SO0

Dialer n B
n n Transfer Button
u n Hold Button
Hangup Button
9 Call Button
Mute Button
Phone Line 1 ., Linel

Phone Line 2 , Line2

i /

Audio Settings {}  Settings

Conference AL Conterence
Button

egistered  Registered
Motification

g
-
=
=
=]
=
[5-]
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Receiving a Call
1. Check registered notification, Softphone : Registered , located at the bottom of the
softphone (see softphone image). If “Registered” is not visible, check the network
connection.
2. Click Available Status, once clicked, the status will be highlighted in orange, as

shown below:

(@ Available
00:10:25

3. Click the queue selection dropdown menu, | Please Select Queue ¥ |, select the desired

queue, an example queue selection is shown below:

Search Number

| outhound

llﬂﬂ
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4. When an inbound call comes in the following pop-up window will be displayed:

A5 calling.
Queue: inbound

Answer Reject

The following transitions also occur:

Line I shown in gray will change to green, as shown below:

Ringing will illuminate in orange, as shown below:

~  Ringing

| |

The “Available” button will transition, as shown below:

k Available . (o Available
00:00:17 00:00:00
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The Call Timer will start timing the ringing time, as shown below:
The Agent panel will display the call, as shown below:
c

Caller I Called Mumber Siatus Call Date  Connecied Dale  Queus Inboural  Tag  Tramster Agert  Transter Tenamt Transter Tenani Agenl  Actwve Inbourd Call
i ]

c
Caller ID Called Mumber Staus  Call Date  Cornecied Diabe Dul.‘\l:- T T-W Tlﬁ-‘i-'e‘l-‘v}ﬁf Trarsder Tenant Transler Tenanl:.ﬂqel'\.[ Active In
L4
15125721095 e il Trging :E-.?G A5 OO X Tag
I':" 1204
L] ]
Answer

5. Click the Answer button, . The following transitions will occur:

The available button will transition, as shown below:

k Available ‘ Available
00:00:17 00:00:00
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The Call Timer will start timing the call as shown below:

00:00:00 —— 00:00:10

The illuminated ringing status will transition to illuminated calling status, as shown below:

[ ~  Ringing ] |t;’ Talking I

The displayed call status in the Agent panel will change from ringing to talking, as shown

below:

¢
Caller|D  CalledMumber Siaus CailDale ConmectedDaie Queus  nbound Tag  TransierAgens Tramsier Tenant Transler Tenant Agent Acive In
L4
15126721095 e 66 nngng  2020-0% — S L
a7
17-1204
1 k
c
Caller I Called Mumber  Siatus Call Daie Conpected Date Quewe  inbound Tag  Transber Agent Transher Tenar Transter Tenani Agent Active Int
<
151 IETFI00E e 56 talking 020-05- 2020-05-07 Al X Tag
ar ir1329
1m1x19
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Making a Call
1. Check registered notification, Softphone : Registered , located at the bottom of the
softphone (see softphone image). If “Registered” is not visible, check the network
connection.

2. Click Available Status, once click it will be highlighted in orange, as shown below:

(@ Available
00:10:25

3. Click the queue selection dropdown menu, | Please Select Queue ¥ |, select the desired

queue, an example queue selection is shown below:

o

Search Number

| outbound

llﬂ
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. . Search Number i
4. Click the phone number input box, , type the desired phone

number using the Dialer (as displayed in the softphone image) or use the computer’s

keyboard, an example is shown below:

+18140000000]

5. Click the Call Button, , or the Enter key (found on keyboard), once the call is

dialed the following will take place as shown below:

The available button will transition, as shown below:

(o Available X t Available
00:00:17 00:00:00

Line I shown in gray will change to green, as shown below:

Ringing will illuminate in orange, as shown below:

‘[ ~  Ringing ]
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The Agent panel will display the call, as shown below:
c
Calor 1D Caled Number Staus Coll Date  Corvectid Date (e e Tag Transler Agend  Tramster Tenant Transte Tenam Agenl Active Inbound Cal
c
Cailar ID Called Mumbes Stz Cail Dae  Conrecied Date  Qusss: niwwindd  Tag Transier Agem Transie Tenam  Transfer Tenant Agere  Acwve In

g
ISIESTRI0NG === ringing 2020-0% Cusbe = Tag
o7
1T izo

6. Once the call is answered, the following will take place, as shown below:

The Call Timer will start timing the call as shown below:

00:00:00 —— 00:00:10

The illuminated ringing status will transition to illuminated calling status, as shown below:

[ ~  Ringing ] [\:’ Talking ]

The displayed call status in the Agent panel will change from ringing to talking, as shown

below:
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4
Caller 1D Called Mumber  Siaus  Call Date  Cornectad Date  Cusus nDound Tag Transier Agent  Transter Tenant Transler Tenant Agent  Aclive In
L4
15125721095 e "GE nrging :E-.E‘G 05 el ol ] X Tag
171204
1 [
c
Caller 10 Called Number Siaus Call Date Connecied Date  Qusue ntoursd Tag Transder Agenl Transhe: Tenar Transter Tenanl Apent  Adctve Int
-
15125771095 seeesssagg talidng MJ0-05- JOP0-05-07 o x Tagy
or 1r1x29
171319

Ending a Call

L
1. Click the Hangup Button, , the following transitions will take place as explained

below:

The available button will illuminate again in orange (timer will begin again for available

status):

K Available Available
00:00:00 00:00:17

The illuminated in green line 1 will transition to gray:

Dl
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The Call Timer will stop the call, as shown below:

00:00:10

Note: The call timer will display the most recent call time.

Putting a Call on Hold

-
1. While a call is in progress, click the Hold Button, , the following transitions will

take place as explained below:

The talking status will transition to the waiting status, as shown below:

¢ Talking S —— Waiting

Line I will change from green to red, as shown below:

O

Call Center Studio User Guide October 2020 Version



allCentGe

T D |
: . © Agent Screen

The displayed call status in the Agent panel will change from talking to holding, as shown

below:
Caller 10 Called Mumber Siabus Call Doie Connecied Dale  Queue Inbowrd  Tag Transber Ageni  Transder Tenani Transler Tenanl Agenl  Adieee Ink
<
15125721095 e & miang 2020-05- J020-05-07 o e = Tag
or 171329
1Tixie
¥
c
Cailer 10 Cailed Humber  Slatus Call Date  Connected Uate Chaeer e Tag Transtes Agent  Transter Fenant Transher Tenar Agenl  Actiie |ng
L
16126721005 weeessas B6 noll  AP0-05-  M020-05-07 T wac] X Tag
oT 151316
181301

Call Center Studio User Guide October 2020 Version



allCentGe

T D |
; . . Agent Screen

Performing a Call Transfer

N
1. While on a call click the transfer button, , the following input box will appear:

Direct Number Users Queues Contacts IVR

Transfer with speaking

Transferred Number n

Transfer without speaking (Blind Transfer)
Transferred Number

There are four ways to transfer:

Direct Number

To transfer via direct number:
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Transfer with speaking

jTransferred Number

1. Click the Transfer with speaking input button, ,

type the desired number for the transfer.

2. Click the call button, , the following will take place,

The talking status will transition to the waiting status, as shown below:

L Talking N Waiting

Line I will be placed on hold:

-

Line 2 will illuminate in green:

3. Once Line 2 answers the phone, the agent can explain the situation to the caller on

line 2.
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N
4. After explaining the situation, click the transfer button, , the transition will take

place:

Wrap-up call status will illuminate:
_ C Wrap-up

The available button will illuminate again in orange (timer will begin again for available

status):

{a Available (@ Available
00:00:00 00:00:17

The illuminated in red, line I will transition to gray:

The illuminated in green, line 2 will transition to gray:

e
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Transfer without speaking
'fr'ans'f-erred" Ni:m_ber .:
1. Click the Transfer without speaking the input button, s ,

type the desired number for the transfer.

N
2. Click the transfer button, , the following will take place.

Wrap-up call status will illuminate:

_ C Wrap-up

The available button will illuminate again in orange (timer will begin again for available

status):

K Available \‘ Available
00:00:00 00:00:17

The illuminated in redline 1 will transition to gray:

Call Center Studio User Guide October 2020 Version



allCentGe

= T U D 1 Q

Agent Screen
Users
. . @ , Users
1. To transfer a call to a Call Center Studio user, click the “Users” tab . The
following screen will be shown below:
Direct Number User: Queues Contacts B |
Transfer
Name Slatus Extension Mobile Transfer without speaking Transfer with speaking

i L= )
John Smith ~ -

Transfer with speaking

1. Click the search input, type the desired user’s name, as shown below:

John Smith| |Q

2. Click the call button, * located under the Transfer with speaking column, for the

desired user. The following will take place:

The talking status will transition to the waiting status, as shown below:

| ¥ Talking I—- Waiting
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Line I will be placed on hold:

-

Line 2 will illuminate in green:

3. Once Line 2 answers the phone, the agent can explain the situation to the user on line

2.

4. After explaining the situation, click the transfer button, " Jocated to the right of the

L

call button , the transition will take place:

Wrap-up call status will illuminate:

_ O Wrap-up

The available button will illuminate again in orange (timer will begin again for available

status):
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\} Available & Available
00:00:00 00:00:17

The illuminated in redline 1 will transition to gray:

The illuminated in green line 2 will transition to gray:

D
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Transfer without speaking

1. Click the search input, type the desired user’s name, as shown below:

' John Smith e}

2. Click the transfer button, R located under the Transfer without speaking column,

for the desired user. The following will take place:

Wrap-up call status will illuminate:

—_— C Wrap-up

The available button will illuminate again in orange (timer will begin again for available

status):

\\ Available
9 00:00:00

D Available
\

00:00:17

The illuminated in redline 1 will transition to gray:
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! Queues
1. To transfer a call to another queue, click the queues tab Qumias . The following

screen will be shown below:

| Direct Number Users Queues Contacts VR [ @

|Qu eue |

Queue
inbound
outhound

b

2. Use the search box or directly search for a queue. Click the radio button for the

desired queue; an example is shown below:

| Direct Number Users Queues Contacts VR &

|Queue |

Queue
inbound L)
outhound

L12
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N
3. Click the transfer button, , the following will take place.

Wrap-up call status will illuminate:

_ C Wrap-up

The available button will illuminate again in orange (timer will begin again for available

status):

K\ Available k Available
000000 00:00:17

The illuminated in redline 1 will transition to gray:
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Contacts

1. To transfer a call to contact, click the contacts tab ontacls . The following

screen will be shown below:

| Direct Number Users Queues Contacts VR (@

[10 +| | Search |
Name Company Business Mobile Home Other
John Smith John's Call Center +18000000000 " ﬁ

>
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Transfer with speaking

1. Click the search input, type the desired contact’s name, as shown below:

10+ [Jonn Smitr [Seach |

2. Click the call button, located under the mobile column, for the desired contact.

The following will take place:

The talking status will transition to the waiting status, as shown below:

L Talking — Waiting

Line I will be placed on hold:

-

Line 2 will illuminate in green:

3. Once Line 2 answers the phone, the agent can explain the situation to the contact on

line 2.
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4. After explaining the situation, click the transfer button, located to the right of the

call button , the transition will take place:

Wrap-up call status will illuminate:
_ C Wrap-up

The available button will illuminate again in orange (timer will begin again for available

status):

{a Available (@ Available
00:00:00 00:00:17

The illuminated in redline 1 will transition to gray:

The illuminated in green line 2 will transition to gray:

D
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Transfer without speaking

1. Click the search input, type the desired contact’s name, as shown below:

110 ¥ |John Smith] | search |

2. Click the transfer button, " Jocated under the Transfer without speaking column,

for the desired user. The following will take place:

Wrap-up call status will illuminate:

_ C Wrap-up

The available button will illuminate again in orange (timer will begin again for available

status):

\S Available ) Available
\\ 00:00:00 \\

00:00:17

The illuminated in redline 1 will transition to gray:
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IVR
IVR

1. To transfer a call to an IVR, click the contacts tab . The screen below shows

some IVR examples:

Direct Number Users Queues Contacts IVR J§3

|wR |
VR

Call Back Request

JS Law Firm

Matt

Satisfaction Survey

Welcome

.l" ‘-\.
L #

2. Click the radio button, "', for the desired IVR.

3. Click the transfer button, 3 . The following transitions will occur:

The illuminated in green line 1 will transition to gray:

Rl

The Call Timer will stop the call, as shown below:

00:00:10
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Note: The call timer will display the most recent call time.

Wrap-up call status will illuminate:

S O Wrap-up

Making a Conference Call

Conference calls are used so that the agent can talk to two people at the same time, such as a

supervisor and a customer. There are two ways to perform a conference call:

- Using the Transfer button

- Using Line 2 directly
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Using the Transfer button

1. After placing or receiving a call on line 1, click the transfer button (any of the transfer
methods that provide a transfer with speaking option can be used, See Performing a
Call Transfer Section)

2. After line 2 is in talking status (do not hit the transfer button), click the conference

Line 1 will change to green, indicating that the conference call is now active on line 1:

The grey status folder will indicate that a conference is taking place:

o [

The timer will restart for the conference call:

button, , the following transitions will take place:

00:00:10 —— 00:00:00
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The Active calls will be displayed like the example below:

My Messages Evaluations

Performance Previous Calls

Active Chats

Active Calls
IVR Apps

&=

CallerlD  Called Number Status Call Date Connected Date Queue  Inbound Tag  TransferAgent Transfer Tenant Transfer TenantAgent Active Int
g
15125721095 54  talking 2020-05- 2020-05-11 outbound X
1 16:27:44
16:26:59
¢
15125721095 w53 hold  2020-05- 2020-05-11 outbound X
1 16:26:34
16:26:17
+ I EEEEEEEEEE———— 4

Note: The statuses of both lines. Line 2 states hold because both lines are now on line 1 in

conference mode.
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Using Line 2 Directly

1. After placing or receiving a call on line 1, click the hold button, m .

Line 2

Search Number

3. Click the phone number input box, ' __, type the desired phone
number using the Dialer (as displayed in the softphone image) or a computer

keyboard, an example is shown below:

+18140000000]

Jit. conference

4. Once Line 2 ‘s in taking status, click the conference button,

b

the following transitions will take place:

Line I will change to green, indicating that the conference call is now active on line 1:

The grey status folder will indicate that a conference is taking place:
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3 | N
_——

The timer will restart for the conference call:

00:00:10 —— 00:00:00

The Active calls will be displayed like the example below:

Active Calls Active Chats Performance Previous Calls My Messages Evaluations
IVR Apps

Caller ID Called Number Status Call Date Connected Date Queue  Inbound Tag  Transfer Agent Transfer Tenant Transfer Tenant Agent Active Ink
A4
15125721095 *=*wwwi54  talking 2020-05- 2020-05-11 outbound X
1 16:27:44
16:26:59
<
15125721095 **n53  hold  2020-05- 2020-05-11 outbound X
1 16:26:34
16:26:17
< b

Note: The statuses of both lines. Line 2 states hold because both lines are now on line 1 in

conference mode.
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Quality Control Screen

Quality Control

The quality control screen is used to view calls and chats (active and non-active), transfers,
voicemails, and satisfaction surveys. Call records can also be listened to here. Also, this data

can be reviewed to determine proper agent performance.
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Calls Tab

Calis

+
By clicking the calls tab, , the following
information can be viewed:
Call Records
Chat Records
Active Chats
Abandoned Calls from Queues
Transferred Calls
Yoicemail & Callback Request Calls
Satisfaction Survey
Each of these tabs is discussed in detail below:
Call Records
The call records screen is shown below:
Number Start Date End Date Agent Queue
\ | \ SO - x B
Unigue 1D Start Time End Time howionly ctiveiagents Calllb
1 | | \ R ‘
Call Type Tag Wrapup Code ustom Variables
=, B =
. : 0
¢ x ‘8
; ; ‘8
15125721095 inbound Outbound  John Smith 00:00:07 00:00:00 v testing X 5|
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Exporting Call Records

o

1. Click the export button, ~ , located in the top right-hand corner to the left of the

search button,

2. The file will be downloaded in .CSV format.

Note: using the records filter, L2 , up to a 100 call records can be shown on a single

page in the call center studio tenant

Searching Call Records

Call Records can be searched in multiple different ways:

Number

1. Click the “Number” input box, type the desired phone number of the call records. An

example is shown below:

Number

! 15125721095

2. Click the search button,
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Unigue ID

1. Click the Unique ID input box, type the unique ID an example is shown below (The

Unique ID can be found in the Reporting tab under Call Details, once the report is

downloaded via .CSV, the unique call ID, will be shown. The unique ID can also be

used to match the call records to the CRM used):

Unigue ID

2. Click the search button,

Call Type

1. Click the Call Type input box. The following dropdown list will appear:

Call Type

| Impound
Dutbound

2. Make a selection from the dropdown list.

3. Click the search button,
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Start Date

1. Click the start date input box. The following calendar pop-up window will appear:

Start Date

Su Mo Tu We Th Fr Sa

2. Click the desired start date

3. Click the search button,

Start Time

1. Click the start time input box. The following dropdown list will appear:

Smnﬂme

00:00:00 -
00:30:00 ¥
01:00:00

01:30:00

02:00:00 et

02:30:00

03:00:00 ~
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2. Select the desired start time.

3. Click the search button,

Click the tag input box, an example dropdown menu with tags is shown below:

Tag

Customer Senice
Testing

lesting

2. Select the desired tag.

3. Click the search button,
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End Date

1. Click the end date input box. The following calendar pop-up window will appear:

End Date

I |
\ |

Su Mo Tu We Th Fr Sa

26 27| 28 29| 30 1 2
3 4 5 6 7 8 9

! 10 11| 12 13| 14| 15

2. Click the desired end date

A
-

3. Click the search button,
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End Time

1. Click the end time input box. The following dropdown list will appear:

End Time _

| |
00:00:00 -~
00:30:00 2
01:00:00
01:30:00

' 02:00:00 aration Date
02:30:00 s
03:00:00 x: 2090

2. Select the desired end time.

3. Click the search button,
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Wrapup Codes

1. Click the wrapup codes input box. An example dropdown list is shown below:

Wrapup Code

Campalgns Wrap Up Codes
Mol Decision Maker
Mo answer
Remove from list
Potential
Interested!!!

2. Select the desired wrapup code.

3. Click the search button,
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Agent

1. Click the agent input box. An example dropdown list is shown below:

Agent

| x 4

Q
-
Banu
Cole Melendez
Diana

Note: Only active agents can be filtered by checking the “Show only active agents” checkbox

shown below:

Show only active agents

2. Select the desired agent

3. Click the search button,
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Custom Variables

The custom variable is used for integrations via web service. For example, if the tenant uses a

number masking web service, each agent has a unique ID. This ID can be searched for using

this search box.

1. Click the custom variables input box.

2. Type the desired custom variable. The input box is shown below:

Custom Variables

3. Click the search button,

Queue
1. Click the queue input box. A dropdown list will appear. An example is shown below:
Queue
% &
Q
outbound

2. Click the desired queue.

3. Click the search button,
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Call ID

1. Click the Call ID input box.
2. Type the desired call ID (Created when the call is passed through the system, can be

found in Accessing Call Details > Active Call Key).

3. Click the search button,

Accessing Call Details

1. Under the Caller column, click the desired caller number highlighted in orange for

more details. The following pop-up screen will be displayed:

| x
| Call Information Call History Transfer History Campaign Info i i
Active Call Key ahRzfm1lc3RlcmkiaGIBbWVIbGVyaXIXCxIKQWNOaxXZIQ2FsbBiAgLiLoe2Y CwylARIKZWIVLmNhbGxjZWS0Z X JzdHVkaWBu'Y 29t
D ahRzfm11lc3RicmktaGlBbWVObGVyaXIRCxIEQ2FsbBiAgLizhbngCAyIARIKZWIvLmNnhbGxZWS0Z X JzdHVkaWau'Y 29t
Tenant demo.callcenterstudio.com
Date 2020-05-13 15:34:38
Caller ID 15125721095
Called Number ERRIARITRAS
Queued L4
Queue inbound

Close
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Call Information

Under the call information tab, the row headings are explained in detail below:

Active Call Key When a call starts, the application creates a
unique key specific to that call.

ID ID similar to Active Call Key logged for the
call.

Tenant Provides the URL name for the demo tenant
Provides the date and time of the incoming

Date call in the following format:
YYYY-MM-DD HH:MM:SS

Caller ID Provides agents phone numbers used for the
call
Provides the called number in the following
format:

Called Number

Queued Displays a checkbox showing whether the
call was queued or not.

Queue Displays the name of the queue used by the
agent

Call Type Displays whether the call was inbound or
outbound.

Queue Date If the call was queued, the date and time

will be displayed in the following format:

YYYY-MM-DD HH:MM:SS




CallCenter

Assigned

Not every call has to be queued. The call
may not enter a queue in the IVR to which
the dialed number is forwarded. For
example, if there is no queue step or for
some reason such as there may be a bug,
dialed out of office, etc., the call will not be
queued. This checkbox indicates whether
the call is queued.

Agent

Gives the name of the agent

Waiting Duration

The waiting duration is the amount of time
the customer waited before connecting with
an agent. (In seconds).

Answered

Shows whether the call was answered or not
using a checkbox

Answered in SL

Based on the defined SL in Queues Section.
For example, if the defined SL was 20
seconds, and the waiting duration was 15
seconds, this checkbox would be checked
because it was answered in the defined SL.

Answer Date

Provides the date and time of the answered
call in the following format:

YYYY-MM-DD HH:MM:SS

Provides the hangup date and time of the

Hang up Date call in the following format:
YYYY-MM-DD HH:MM:SS

Duration Gives the call duration time.

Hold Count The Hold count is the number of times the
agent placed the customer on hold.

Hold Duration Gives the total hold duration time




CallCenter

Local Release

If the agent hung up, “True” will be
displayed.

If the customer hung up, “False” will be
displayed.

Abandoned

If the call rang on the agent screen, but the
agent did not answer the call

Short Call

Based on the defined Short Call duration in
Queues Section. For example, if the defined
Short Call duration was 20 seconds, and the
total talk time was 30 seconds, then the
output would be “False” because it was
longer than the short call duration.

Recording Uploaded

Displays a checkbox to show if the call
recording was uploaded correctly.

Avg. Evaluation Score

Gives the agent’s average evaluation score
if the supervisor made an evaluation.

Tags

If an agent or supervisor tagged the call, the
tag will be displayed here.

Location

If the Queue used has a location assigned to
it, then the location name will be displayed
here.

Simulated Call

The administrator can make simulated calls.
If a simulated call is performed, then the
output will be “True.”

Simulation Date

If the simulated call output is “True,” then
the simulated call date will be displayed.
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Call History

By clicking the call history tab, ~Call History  the following screen will be displayed:

-
! Call Information Call History Transfer History Campaign Info |
Category Type Start Date Duration Detail Input
Queue talking 2020-05-13 15:35:23 7 agent_name:yagiz bostancioglu@alo-tech.com

queus_name_getinbound
queue_name_active call.inbound

Hangup Hangup 2020-05-13 15:35:30 0 release:False
disposition: ANSWER

Under the call history tab, information can be found, such as the call start time, duration, and

when the call was disconnected.

Transfer History

By clicking the transfer history tab, Transfer History , the following screen will be

displayed:
| x]
-
| Call Information Call History Transfer History Campaign Info |
Transferor Transferee Transfer Date Transfer Type
Sheldon Warren 18142662090 2020-05-08 15:32:44 TransferAgent

Close

Tab information can be found under the transfer history, such as the transferor's name,

transferee’s name, the transfer date, and the transfer type.
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Campaign Info

By clicking the campaign info tab, Transfer History

, the following screen will be

displayed:
| x]
| Call Information Call History Transfer History Campaign Info |
Campaign Key Campaign Finish Code Reason
MName Code
ahRzimllc3RlcmkiaGEEWVIDGYyaXIRCxIQ2FcGFpZ 24iADND Uiy ARBZWILvL mNhbGiZWS0ZX JzdHVkaWBu'Y 25t CCS Mumber Not 8
Available
Contact Key Contact List Contact Atterr
Uniqueid Name Email
ahRzim1lc3RlcmkiaGRREWVIDGVyaXIdCxl QQ2FtcGRpZ 2500250 YWNDcxiAgLIL TdPhCAVARIKZWIvLmNhb GxjZWE0Z X JzdHVkaWau Y29t CCS 2
-
14 »
Close

Under the campaign, info tab information can be found, such as the campaign key, campaign

name, finish code, reason code, contact key, list name, contact email, and the number of

attempts.
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Call Recordings

All calls are recorded by default when the call is in talking status. Recordings can be accessed

by using the following buttons to the right of the call’s row.

Downloading a Call Recording

1. Click the download button, * , located to the right of the blacklist column.

Listening to a Call Recording

1. Click the listen button, * *, located to the right of the download button, * , the

following pop-up will be displayed:

’ -00:09 o)) eo——

=2 i - & o

Agent . Gerald Blanchard
Phone Number kbRl [

Duration : 00:00:09

Waiting Duration : 00:00:11

Queue . inbound

Call Type : Outhound

Call Date : 2020-05-13 15:34:38
Hangup Date . 2020-05-13 15:34:58
Hold Count 0

Hold Duration (in sec-:mds}E 0

Close

2. Click the play button, > , to listen to the recording.
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Note: recording speed can be adjusted (Between 50% and 150%) using the bar shown below:

Note: volume can be adjusted using the bar shown below:

o) e—

3. To exit the pop-up window, click the close button, 0N
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Tagging a Call

1. Click the tag button, “ , located to the right of the listen button, * * , the following

pop-up will be displayed:

Search
I

Collapse Group Select

Customer Service

testing
Testing

Testing

-

Save Close

2. A list of created tags will be displayed. If multiple tags are used, the search input box
can be used. Select the desired tag or tags from the tag list (Group tag selections can
be made by clicking the Group Select checkbox. Once a tag has been selected, it will
be displayed on the right of the tag listings as shown below:

Search
I

SLLIEDEN (| Group Select
Customer Service

testing

Testing

Testing

Note: Tags can be deselected from the call by clicking the X to the right of the tag’s name.
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. . . Save
3. Once all the desired tag selections have been made, click the save button, -

Note: More tags can be added while on the call if necessary by repeating steps 1 - 3. Also,

previous tags that could not be changed by the agent and supervisor can be modified here.

Evaluating a Call

1. Click the evaluate button, E] , located to the right of the tag button, “ , the

following pop-up will be displayed:

Customer Services - Google Chrome »

8@ demo.callcenterstudio.com/v2/en/quality_evaluation.html?activecallkey=ahRzfm1lc3RlcmktaGlEb WV 0bGVyaXIRCxIEQ2FsbBiAgLizhbnqCAyiARIKZ ..

» 0:02/0:09 - L0}
<< < Normal = >>
Caller 115125721095 Call Date 1 2020-05-13 15:34:38
Callee b Talk Date : 2020-05-13 15:34:49
Agent : Gerald Blanchard Hangup Date {
Duration : 00:00:09 Hold Count 10
Queue : inbound Hold Duration (in seconds): 0
Call Direction: Outbound Local Release : False

Team One (For queues Customer Service and Sales)

Note: An example evaluation was created (See Evaluations in the Administrator section).

Recording speed can be adjusted (Between 50% and 150%) using the bar shown below:

e < Mormal = g
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Volume can be adjusted by clicking N and using the bar, as shown below:

@ *)

Call Recording can be downloaded by clicking the three vertical dots, * tothe right of the

volume button, A . And then clicking download as shown below:

¥ Download

> 0:02/0:09

2. Click the evaluation desired an example survey is shown below:

Team One (For queues Customer Service and Sales)

3. After clicking, the evaluation will be visible. The example is shown below:

Form List

Customer Service

¥ Customer Service | =

Sales Service

# Sales Service =

Total : 0.00 Evaluation Note

Evaluation Type

Standard v

] Hidden for agent
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Note: If multiple forms are built into the evaluation, each form has to be clicked to expand

each section. The expanded example form is shown below:

Form List %
Customer Service

W Customer Service = How was the customer service?
# Sales Service =» © Good
Total : 0.00 U Bad

Sales Service

How is the agent's sales skills?

- Good
L) Bad

Evaluation Note

Evaluation Type

Standard v

[ Hidden for agent

4. Fill out the necessary information on the form.

[l Hidden for agent

Note: By clicking the “Hidden for agent” checkbox, , the evaluation

will not be able to be seen by the agent.
Note: On evaluation type, there are two types in the dropdown box:
Standard - Used for evaluating the agent

Control - Used to reevaluate the agent based on a customer concern.

.
5. Click the save button, .
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Chat Records

Under the insert date column, click the desired chat insert date highlighted in orange for more

details. The following pop-up screen will be displayed:

Tags

905344107972 - 2020-05-13 15:25:42

CCS hi

System - 2020-05-13 15:25:49

Hi, this is Keyon Sweeney, how can | help you today?

Close

Chat Detail

The chat detail screen displays the chat in detail with customer and agent responses.

Note: The chat can be printed by selecting the print button, , located in the top left corner.
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Tags

Tags

By clicking the Tags tab, , the following screen will be displayed:

x

" Chat Detail | Tags

Search
1

LR () Group Select

Customer Service

testing
Testing

Testing

Close

Note: A call can also be tagged, by clicking on the tag button, * | to the right of the subject

column from the main Chat Records screen.

1. A list of created tags will be displayed. If multiple tags are used, the search input box
can be used. Select the desired tag or tags from the tag list (Group tag selections can
be made by clicking the Group Select checkbox. Once a tag has been selected, it will
be displayed on the right of the tag listings as shown below:

Search
I

LIEVEEN (| Group Select
Customer Service

testing

Testing

Testing

Note: Tags can be deselected from the call by clicking the X to the right of the tag’s name.
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. . . Save
2. Once all the desired tag selections have been made, click the save button, -

Note: More tags can be added while on the call if necessary by repeating steps 1 - 3. Also,

previous tags that could not be changed by the agent and supervisor can be modified here.

Evaluating a Chat Record

1. Click the evaluate button, E , located to the right of the tag button, “ , the

following pop-up will be displayed:

Team One (For queues Customer Service and Sales)
905344107972 - 2020-05-13 15:00:45

ccs hi

System - 2020-05-13 15:01:37

Hi, this is Vincent Warner, how can | help you today?

System - 2020-05-13 15:01:44

Have a great day!

Client Name  : 905344107972 Agent Vincent Warner

Client Email Insert Date : 2020-05-13 15:00:43
Phone Number; ssssersss T2 Start Date : 2020-05-13 15:01:33
Ended By agent Finish Date: 2020-05-13 15:01:42

2. Click the evaluation desired an example survey is shown below:

Team One (For queues Customer Service and Sales)

Call Center Studio User Guide October 2020 Version



Quality Control

3. Fill out the necessary information on the form.

[] Hidden for agent

Note: By clicking the “Hidden for agent” checkbox, , the evaluation

will not be able to be seen by the agent.
Note: On evaluation type, there are two types in the dropdown box:
Standard - Used for evaluating the agent

Control - Used to reevaluate the agent based on a customer concern.

.
4. Click the save button, .

5. After clicking, the evaluation will be visible. The example is shown below:

Form List

Customer Service

# Customer Service =

Sales Service

¥ Sales Service |=

Total : 0.00 Evaluation Note

Evaluation Type

Standard v

) Hidden for agent
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Note: If multiple forms are built into the evaluation, each form has to be clicked to expand

each section. The expanded example form is shown below:

Form List 5
Customer Service
¥ Customer Service | =» How was the customer service?
¥ Sales Service | = _| Good
Total : 0.00 O Bad

Sales Service

: How is the agent's sales skills?

[l Good
{0 Bad

Evaluation Note

Evaluation Type

Standard v

[ Hidden for agent

Total : 0.00 Cancel = Save
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Active Chats

Active chats can be viewed in the active chats tab. Information on the chat, such as start date
and time, agent name, client name/phone number, client email, queue, status, parking start

date, and duration, can be viewed in the active chats list.

Closing an Active Chat

1. Click the close button, X , located to the right of the duration column, once clicked

the following pop-up window will appear:

demo.callcenterstudio.com says

Chat will be close?

C l
o Select the cancel button, s , to cancel the chat from being closed.

e Select the OK button, “, to confirm the closing of the chat.

2. Confirm by clicking the OK button, “

The screen will reload, and the closed chat will not be shown.
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Viewing an Active Chat

X

1. Click the view/details button, S , located to the right of the close button, , the

following pop-up will appear:

905344107972 X

Eata i L AlD
CCSHi

System 15:28:32
Hi. this is Harold Kirk. how can | help you today?

Harold Kirk 15:29:25
I'll be more than happy to help.

905344107972 15:29:38

CCS Hi Harold, | was wondering about the availability of
your rooms for the next month

2. Once viewing is complete, click the exit button, , to return to the active chat list.
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Viewing Active Chats on Parking Status

In the top left corner of the Active chat list check the “Show Only Parking Status” checkbox

as shown below:

Show Only Parking Status @&

Note: Only chats on parking status can be viewed when this checkbox is checked. Parking
status is used so that the agent can park a chat to continue at a later point in time when the

customer begins to chat again.

Abandoned Calls from Queues

Number _ Start Date End Date ~ Queue

[

tart Tim

Searching Abandon Calls from Queues

There are seven ways to search for abandon calls from queues explained below:
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Number

1. Click the Number input box, type the desired phone number of the call records. An

example is shown below:

Number
15125721095|

K"'-I
L,

2. Click the search button,
Status

3. Click the Status dropdown box, select “Abandon Call” as shown below:

Status

T

_ Abandon Call \

Q

4. Click the search button,
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Start Date
1. Click the start date input box. The following calendar pop-up window will appear:

Start Date

| |

Su Mo Tu We Th Fr Sa

26 27 28 29( 30 1 2
3 4 5 6 7 8 9
10 11| 12 13| 14 15

2. Click the desired start date

3. Click the search button,
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Start Time

1. Click the start time input box. The following dropdown list will appear:

Start Time

| |
000000 -~
00:30:00 v
01:00:00 !
01:30:00
02:00:00 ot
02:30:00
03:00:00 ~

2. Select the desired start time.

3. Click the search button,

End Date

1. Click the end date input box. The following calendar pop-up window will appear:

End Date

I |
!_ |

Su Mo Tu We Th Fr Sa

26 27| 28 29| 30 1 Z
3 4 5 6 7 8 9
10 11| 12 13| 14| 15

2. Click the desired end date

3. Click the search button,
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End Time

1. Click the end time input box. The following dropdown list will appear:

End Time .

| |
00:00:00 -
00:30:00 ;!
01:00:00
01:30:00

' 02:00:00 Jration Date
02:30:00 o
03:00:00 ~ 2020-

2. Select the desired end time.

3. Click the search button,

Queue
1. Click the queue input box. A dropdown list will appear. An example is shown below:
Queue
k4 &
Q
outbound

2. Click the desired queue.

3. Click the search button,
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Transferred Calls

Transferred can be viewed in the assigned calls tab. Information on the transfer such as
transfer date and time, custom ID, transferor, transferee, transfer type, initial queue, and

last-agent-spoken-to can be viewed in the transferred calls list.

Accessing Transfer Details
1. Click the info button, ' , located in the detail column for the desired transfer. The

following pop-up window will appear:

Call History _ Transfer Histot_’y 1 Campaign Info |

Active Call Key ahRziml1lc3RIcmkiaGIBbWVObGVyaXIXCxIKQWNOaxXZIQ2FshBiAgLijlBGICQYIARIKZWIvLmNhbGZWS0ZX I zdHVEkaWauY 29t
D ahRzfmllc3RlcmkiaGIBbWVObGVyaXIRCxIEQ2FshBiAgLjjEbXICoyiARIKZWIvLmNhbGxZWS0ZX JzdHVkaWBu'Y 25t
Tenant demao.callcenterstudio.com
Date 2020-05-08 15:39:06
Caller ID 15125721085
Called Number bl sk 17
Queued
Queue outbound
Close

Note: For more information on this pop-up window, see Call Information, Call History,

Transfer History, and Campaign Info Sections found under Accessing Call Details.
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Downloading a Transferred Call Recording

1. Click the download button, * , located to the right of the blacklist list column.

Listening to a Transferred Call Recording

1. Click the listen button, * *, located to the right of the download button, * , the

following pop-up will be displayed:

[ 2 -00:09 o) em——

S <-> <

Agent : Gerald Blanchard
Phone Number SRR |

Duration : 00:00:09

Waiting Duration : 00:00:11

Queue . inbound

Call Type : Outbound

Call Date : 2020-05-13 15:34:38
Hangup Date . 2020-05-13 15:34:58
Hold Count 0

Hold Duration (in seconds)E 0

Close

2. Click the play button, > , to listen to the recording.

Note: recording speed can be adjusted (Between 50% and 150%) using the bar shown below:
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Note: volume can be adjusted using the bar shown below:

o) —

3. To exit the pop-up window, click the close button, ioee

Searching Transferred Calls

There are six ways to search for transferred calls, as shown below (more than one search

feature can be used at the same time):

Agent

1. Click the agent input box. An example dropdown list is shown below:

Agent

X A

‘ Q
fAsin ———F
Banu
Cole Melendez
Diana

2. Select the desired agent

3. Click the search button,
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Transfer Type

1. Click the transfer type input box. A dropdown list will appear. An example list is

shown below:

Transter Type

L=er
VR

Queue
ActiveCalikey

2. Select the desired transfer type.

3. Click the search button,

Start Date

1. Click the start date input box. The following calendar pop-up window will appear:

Start Date

| |

Su Mo Tu We Th Fr Sa
26| 27| 28| 29| 30/ 1 =2

3 4 5 ] 7 8 9
10 11| 12 13| 14| 15

2. Click the desired start date

3. Click the search button,
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Start Time

1. Click the start time input. The following dropdown list will appear:

Start Time

00:0000 -~
00:30:00 v
01:00:00 T
01:30:00

02:00:00 il

02:30:00

03:00:00 ~

2. Select the desired start time.

3. Click the search button,

End Date
1. Click the end date input box, the following calendar pop-up window will appear:

End Date

2. Click the desired end date

3. Click the search button,
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End Time

1. Click the end time input box, the following dropdown list will appear:

End Time .
| J
00:00:00 -
00:30:00 2
01:00:00
01:30:00

' 02:00:00 dration Date
02:30:00 o
03:00:00 5 20901

2. Select the desired end time.

3. Click the search button,
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Voicemail & Callback Request Calls

The Voicemail & Callback Request Screen is shown below:

Number Start Date End Date

\ \ \ \ \ \

Stas StartTme EndTime

\ 3 \ | \ |

(5 v

“Caller ID Call Date T Status Callback Date Callback User Callback Disposition Callback Recording Voicemall Recording

Accessing Voicemail & Callback Request Details

1. Click the desired orange highlighted date located under the Call Date column. The

following pop-up will appear:

*
|=iCall|History = =Transfer;Hisionys |} = Campaign;info,s|
;2}\;— Call ahRzfm11c3RIcmktaGIEbWVObGVyaX IXCxIKQWNOaXZIQ2FsbBiAgLIX14yUCyiARKIWIVE mNhbGxjZW50Z X JzdHVkaWsuY 28t
ID ahRzfm1lc3RIcmkaGIEbWVIbGVyaXIRCXIEQ2ZFShBIAgLI30dGCCwyIARIKZW IV mMNhDGXZWS0ZX JzdHYKaWSU Y 20t
Tenant demo.callcenterstudio.com
Date 2020-05-21 18:09:25
Caller ID T
Called 15125721095
Mumber
Queued .
Queue inbound -
Close

Note: For more information on this pop-up window, see Call Information, Call History,

Transfer History, and Campaign Info Sections found under Accessing Call Details.
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Downloading a Voicemail / Callback Request Recording

1. Click the download button, * , located in the Voicemail recording column.

Listening to a Voicemail / Callback Request Recording

1. Click the listen button, * ", located to the right of the download button, * , the

following pop-up will be displayed:

b " -00:17 o)) e————

=2 <-> i

Agent : Sheldon Warren
Phone Number R E

Duration : 00:00:06

Waiting Duration : 00:00:05

Queue : inbound

Call Type : Inbound

Call Date : 2020-05-21 18:09:25
Hangup Date : 2020-05-21 18:09:55
Hold Count 0

Hold Duration (in Seconds)f 0

Close

4. Click the play button, > , to listen to the recording.

Note: recording speed can be adjusted (Between 50% and 150%) using the bar shown below:
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Note: volume can be adjusted using the bar shown below:

o) —

5. To exit the pop-up window, click the close button, ioee

Searching Voicemail & Call Back Request Calls

There are six ways to search for voicemail & call back request calls, as shown below (more

than one search feature can be used at the same time):

Number

1. Click the Number input box, type the desired phone number of the call records. An

example is shown below:

Number
15125721095|

2. Click the search button,

Status

Denotes the status of the call as “Voicemail.”
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Start Date
1. Click the start date input box. The following calendar pop-up window will appear:

Start Date

( )
| |

Su Mo Tu We Th Fr Sa

10 11| 12 13| 14 15

2. Click the desired start date.

3. Click the search button,

Start Time

1. Click the start time input box. The following dropdown list will appear:

Start Time

00:0000 -~
00:30:00 v
01:00:00 P
01:30:00

02:00:00 il

02:30:00

03:00:00 -

2. Select the desired start time.

3. Click the search button,
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End Date

1. Click the end date input box, the following calendar pop-up window will appear:

End Date

I I
| |

Su Mo Tu We Th Fr Sa

10 1) 12 13| 14| 15

2. Click the desired end date

3. Click the search button,

End Time

1. Click the end time input box. The following dropdown list will appear:

End Time

U |
000000 -
00:30:00 v
01:00:00 F
01:30:00

' 02:00:00 sration Date
02:30:00 gg;;
03:00.00 ~ e

2. Select the desired end time.

3. Click the search button,
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Satisfaction Survey

The Voicemail & Callback Request Screen is shown below:

Phone Numbe: Start Date End Date

Viewing Satisfaction Survey Result

1. Click the detail button, , the following pop-up window will appear an example

result is shown below:

Answer
5

Close

Filtering Satisfaction Survey

1. To filter the satisfaction surveys, write the preferred phone number or duration of the

selection.

2. After all the desired selections have been entered, click the filter button, , to see

the filtered list.
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Exporting Satisfaction Surveys

1. Filtered satisfaction surveys list can be exported in excel format by clicking on the,

[+

, export button.

. (25 v| :
Note: using the records filter, R up to a 100 call records can be shown on a single

page in the Call Center Studio tenant.
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Reporting

]

&
Reporting

The reporting module is where reports about the calls, queues, users, campaigns, etc. of the

client can be accessed. Through this module, reports can be filtered, viewed, and exported.

Functions of Keys in Reports:

[Eo] o

Button used to apply filtering

Both of these buttons are

Button used to refresh the

on behalf of the agent, queue | used to export the report in report table.
name, start and end times in .CSV format.
the report.
Types of Reports:
1. Queue 6. Campaign 9. Satisfaction
2. Hunt Group 7. Interactive Voice Survey
3. Agent Response 10. Integrations
4. Call 8. Reviews 11. Platform
5. Chat 12. Beta

Call Center Studio User Guide
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Queue Reports

Under this report title in the manual; Queue Performance Daily, Queue Performance Daily

Export, Queue Performance Hourly, and Chat Queue Performance are included.

Queue Performance Daily

Call information about the selected queue on the specified dates is accessed here. If the queue

is not selected, a report is received on all queues created on the tenant. Filtered report results

can be downloaded in .CSV format.

Note

: You cannot filter intervals longer than one month!

Fiiimus Start Date Finish Date Duration Unit
Inbound_Q {:,’ +3 08/04/2020 06/05/2020 Second al
O
Queue Date Calls Short Calls Answered Answer Rate Answered in SL
Total 3 1 2 66,67 1
Inbound_Q 2020-04-13 2 0 2 100,00 1
Inbound_Q 2020-04-22 1 1 0 0,00 0
Outbound_Q 2020-04-08 0 0 0 0,00 0
KarimSayani 2020-04-09 0 0 0 0,00 0
Outbound_Q 2020-04-09 0 ] 0 0,00 0
Outbound_Q 2020-04-10 0 0 0 0,00 0
Call Center Studio User Guide October 2020
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Queue Performance Daily Export

Call information about the selected queue on the specified dates is exported here. Filtered

report results can be downloaded in .CSV format by clicking on the ¥ download button.

Filtered report results can be deleted by clicking on the 9 delete button.

Queue - Start Date Finish Date Duratien Unit - “ {

Report Creator File Name Date Created Completed Download
@callcenterstudio.com QueuePerformanceReport_2020-02-01 00:00:00_2020-05-06 00:00:00 2020-05-06 11:05:41.097807 v 3 B
Rows per page: 50 ¥ 1-1 671
Call Center Studio User Guide October 2020
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Queue Performance Hourly

Hourly call information and SL / SL2 / AR percentages related to the selected queue are

accessed. Optionally, it can be downloaded in .CSV format.

inoging e -1 - | | 020z 060572020 Start Time : E3

(-3
Date Hour Inbound Answered Short Abandoned * st 512 AR Hold ATT
Total a2 2 10 0 86 36363636363636 59375 6475 1 1295
2020-03-04 12:0013:00 & 2 o 4 106 3333333333 3 333333333 o 1
2020-02-11 11:00-12:00 2 [ 1 2 0 ] [ o Nah
200002-21 17:00-18:00 2 [ 2 2 [ [} [ 0 NaN
2020-03-04 11:00-12:00 g 7 2 2 168 186 168 o o7
20200304 13:00-14:00 3 1 o 2 0 0 3333333333333333 1 a7
20200304 14:00-15:00 3 1 2 2 [ 0 100 i a3
20000211 20:00-21:00 1 [ 0 1 0 [ 0 0 mah
202002-21 15:00-16:00 1 [ 0 1 0 [ 0 0 Nah
2020-02-1 18:00-19:00 1 o o 1 o o o o NaN
2020-02-25 18:00-19:00 1 o 1 1 o o o o NaN
2020-02-26 16:00-17:00 5 4 1 1 100 100 100 ] 25
2020-04-22 13:00-14:00 1 o 1 1 o o o o NaMN
2020-02-04 00:00-01:00 0 [ o o [ [ [} o NaN
2020-02-04 01:00-02:00 0 [ o o [ ] [ 0 Nah
2020-02-04 02:00-03.00 <] a o <} o a o a NaM
2020-02-04 03:00-04:00 [} a <} a a a a o MNaM
Rows per page: 50 ©  1-800f 2233
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Chat Queue Performance

Chat performance information and answering percentages related to the selected queue are

accessed here. It can be downloaded in .CSV format.

Quey
iNDouna W e +1

Date Mumber of Chats

06/05/2020

Answered Chats Rejected Chats Abandon Answer Rate Answer Speed Answered in SL SL

Total chatting
Serry, na matching recards found

Rows per page: 50

Call Center Studio User Guide
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Hunt Group Reports

Call results of Ip Phone users included in Hunt groups are accessed. For the Hunt group, the
report can be filtered by selecting the start and end time. It can be downloaded in .CSV

format.

Hunt Group Name Date Calls Answered Missed

Agent Reports

Reports under the title of Agent:

1. Agent Performance Report

2. Agent Performance By Queue _
4. Agent Status Detail

3. Team Performance )
5. Queue Membership
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6. User List

Agent Performance Report

In the Agent Performance report, the performance report of the selected Agent can be
accessed. Information such as how many answered calls or outgoing calls can be accessed

here. It can be downloaded in .CSV format.

b it - [ it 0Gidti2020 Minre " : E3
Pleass selact a date after 2017-06-23

[+
Agent Email Agent Name Agent Custom 1D Date Total Calls Total Talk Time Total Avg Talk Time Total Local Release Answered Inbound Talk Time Inbound Avg Talk Time:
Rows per page: 50 *  0-00f0
Call Center Studio User Guide October 2020
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Topics in the Report:

Agent Email Agent’s email

Agent Name Agent’s name

Agent Custom Id Agent’s Custom Id

Date The date the call arrived

Total Calls Total number of incoming + outgoing calls

Total Talk Time Total talking times of incoming + outgoing
calls

Total Avg Talk Time Total incoming + outgoing call average talk
times

Total Local Release Total number of calls terminated by the

agent
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Answered Total number of calls answered by the agent

Inbound Talk Time Total talking time of incoming calls

Inbound Avg Talk Time Total of average talking times of incoming
calls

Inbound Local Release Sum of incoming calls terminated by the
agent

Abandon Calls Unanswered calls

Outbound Attempts Total number of failed outgoing calls

Outbound Calls Total number of outgoing calls

Outbound Talk Time Total talking time of outgoing calls

Outbound Avg Talk Time Total average talking times of outgoing
calls

Outbound Local Release Sum of outgoing calls terminated by the
agent

Available Total time that the agent remains in
AVAILABLE status

Ringing Total time that the agent remains in
RINGING status

Dialing Total time that the agent remains in
DIALING status

Talking Total time that the agent remains in
TALKING status

Chat Total time that the agent remains in CHAT
status

After Call Work Total time that the agent remains in ACW
status
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Wrap Up Total time that the agent remains in WRAP
UP status

Break Total time that the agent remains in BREAK
status

Lunch Total time that the agent remains in
LUNCH status

Meeting Total time that the agent remains in
MEETING status

Training Total time that the agent remains in
TRAINING status

Outbound Total time that the agent remains in
OUTBOUND status

Back Office Total time that the agent remains in BACK

OFFICE status

Total Duration

Sum of the time spent in statuses (including
custom statuses)

Holds The number of times the call is put on hold.

Hold Duration Total time elapsed when the call was put on
hold

First Login Date/time when the agent entered the
system for the first time during the day

Last Logout Date/time when the agent exited the system
for the last time during the day

Number of Logout Total number of times the agent exited from
the system during the day
Under the Status tab in the Administator
section, when creating a status the

Production “Productive”status can be checked. When

checked, the time that the agent was in this
status will be displayed here.




CallCenter

Break Lunch Total time in break + lunch status

Other Other information if available

Training Meeting Total time in Training + Meeting statuses

Special Status Total time in Special status

Answered Speed The time that the Agent spent answering the
call

Agent performance by queue

These are the reports that show the call details and agents’ status regarding the queue of
incoming and outgoing calls. The report can be filtered according to the agent and the date

Also, it can be downloaded in .CSV format.

Note: Descriptions of the fields in the report are the same as the Agent Performance report,

only the Agent Special ID field is not added in this report, and the Queue field is added.
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Test

Custom ID

Date

2020-04-03

2020-04-07

2020-04-09

2020-04-10

2020-0410

20200413

Queue

Karimsayani

Kanimsayani
Outbound Q

KanmSayani

Total Calls

Crt

Total Talk Time
171,00

0,00

279,00

43,00

0,00

493,00

Team Performance Report

06/08/2020

Total Avg Talk Time
24,43

000

139,50

43,00

0.00

49,30

Total Local Release

Inbound Talk Time Inbound Avg Talk Time
0,00 0,00
0,60 0,00
0,00 0,00
0,00 0,00
0,00 0,00
0,60 0,00
0,00 0.00

Rows per page: 50

1-7of 7

Call information of agents in a specific team, and status details of the agents in the team can

be accessed. It can be downloaded in .CSV format, which can be filtered by team name and

date.
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Note: The descriptions of the fields in the report are the same as the Agent Performance

report. The only difference is the Team name has been added to the report.

eam: Start Date Finish Date
gamze i 0212018 06/05/2020 Duration Unit N m

0 Available Ringing Dialing Talking Chat After Call Work Wrap up Break Lunch Meeting Training Outbound
1791,00 0,00 0,00 0,00 0 0,00 0,00 0,00 0,00 0,00 0,00 ]
8128,00 0,00 0,00 0,00 o 7.00 0,00 10,00 5,00 0,00 8,00 0
23800 0,00 10,00 0,00 0 0,00 0,00 0,00 0,00 13,00 0,00 0
10157,00 0,00 10,00 0,00 ] 7.00 0,00 10,00 5,00 13,00 B.00 0
)
Agent Status Detail

Agent Status Detail reports the status of the agents, the time/date intervals they change their

status, and the time they stay in a call status are displayed in detail here. Filtering can be done

Call Center Studio User Guide October 2020
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according to the agent, team, or date. To view the report, it must be downloaded in .CSV

format.

Repert Creator File Name Date Created Completed Download
gamze sanal@alo-tech.com Agenestatus_2019-12-23 00:00:00_2019-12-24 23:59:59 2019-12-2512:08:43 348381 v [ ]
gamze sanal@alo-tech.com Agenestatus_2019-12-23 00:00:00_2019-12-24 23:59:59 2019-12-25 1 2:08:27 566720 v PO |
gamze sanal@alo-tech.com Agentstatus_2019-12-23 00:00:00_2019-12-24 23:59:59 2019-12-2512:05:16.818142 v [ ]
gamze sanal@alo-tech.com Agenestatus_2019-12-23 00:00:00_2019-12-24 23:59:59 2019-12-25 12:04:59.349202 v 8
gamze sanal@alo-tech.com AgentSiatus_3019-12-23 00:00:00_2019-12-24 235959 2019-12-25 12:04:36.123020 v s 8
gamze.sanal@alo-tech.com AgentStatus__2019-12-23 00:00:00_2019-12-24 23:59:5% 2019-12-25 12:00:15.679518 v + 8
gamzz sanalialo-tech.com AgenrStatus_2019-12-23 00:00:00_2019-12-24 235959 20191225 11:59:07.71 7536 v + 8
gamze.sanal@callcenterstudio.com AgentStatus_2019-12-23 00:00:00_2019-12-24 23:59:5% 2019-12-25 11:54:01.576508 v + 8
gamze sanal@callcenterstudio.com AgentStatus__2019-12-23 00:00:00_2019-12-24 23:59:5% 2019-12-25 11:47:10.794912 v L |
gamze.sanal@callcenterstudio.com Agentstatus_ 2019-12-25 11:46:57.01 2452 v + 8
gamze sanalcallcenterstudio.com AgentSiatus_2019-12-23 00:00:00_2019-12-24 23.59:5% 2015-12-25 11:37:34.020031 v + 8
gamze.sanal@callcenterstudio.com AgentStatus_2019-12-23 00:00:00_2019-12-24 23.50:5% 2019-12-25 11:32. 173 v s 8
gamze sanalicallcenterstudio.com AgentStatus_2019-12-23 00:00:00_2019-12-24 23.50:59 2015-12-25 11:32:05.150064 v (O |
gamze sanalicalicenterstudio.com AgentSiatus_2019-12-23 00:00:00_ 2019-12-24 23:50:5% 20151225 11:31:16.760205 v (R |
gamze sanalicallcenterstudio.com AgentStatus_2019-12-23 00:00:00_2019-12-24 23.50:59 20151225 11:28:00.322650 v (O |
aamza canalie alicantarchudin ram 9.12.93 ANANTA I018.19.91 72 5058 BN 2I5 112447 ARRATS - . o=
Rowsperpage: 50 ©  1-240f24

An example of the report is shown below:

Agent Statues Date Duration

John Smith available 26.11.2015 10:09 3
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John Smith aftercallwork 26.11.2015 10:09 2
John Smith available 26.11.2015 10:09 25
John Smith ringing 26.11.2015 10:09 4
John Smith talking 26.11.2015 10:10 14
John Smith wrapup 26.11.2015 10:10 6
John Smith available 26.11.2015 10:10 15
Matt Christina aftercallwork 26.11.2015 10:10 9
John Smith available 26.11.2015 10:10 6
John Smith ringing 26.11.2015 10:11 25
John Smith talking 26.11.2015 10:11 9
John Smith available 26.11.2015 10:11 2
John Smith ringing 26.11.2015 10:11 7

Queue Membership
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The included user information in queues, the current status of users, and the priority values of

a queue can be seen here. If desired, the report can be downloaded in .CSV format.

BiiSnas

o
Agent Name Agent Custom Id Queue Name Status Last Status Priority
Test Gutbound logoff 2020-04-13 14:59:39 168
Sefika Korkmaz Cuthound_Q auailable 20000415 14:45:53 100
Gokee Karaduman Gutbound logoff 20191125 15:45:16 100
Sinem Demirbilek Cutbound § logoff 2020-04-10 15:41:30 100
A4 Test User Gutbound & logoft 2019-11-0112:08:37 168
Fatih €. Kag Qutbound lunch 2000-04-14 1F:18:47 100
A Test User? Cutbound_Q logoff 2019-08-06 16:15:53 100
Umut €. Turhan Gutbound § logoff 2020-05-0516:53:09 100
Cemal Yimaz Gutbound G logoft 2020-05-04 17:36:41 168
Reda Amharech Quthound_Q logoff 2020-04-30 22:00:17 100
Abdullah Kevser Outhound_Q logoft 2020-04-02 21:23:38 a0
Rows perpage: 50 ©  1-110f11
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User List

All users registered in the tenant and their authority status are listed. It can be downloaded in

.CSV format.

[+

Username Name Station Number Custom ID Admin Agent Team Leader Reporting Active
abdullah kevser@eallcentarstudio.com Abdullah Kevser 859580 v v v v v
cemal.yilmaz@callcenterstudio.com Cemal Yilmaz 810520 v v v v v
fatih koc@calicenterstudio. com Fatih C. Kog 323033 v v v v ¥
gokre karaduman@alo-tech.com Gkge Karaduman 869567 v v v v v
matt.christina@callcenterstudio.com Matthew Christina 546726 v L v v Cd
mert.agacbicar@alo-tech.com Mert Agacbicer 251465 v v v v v
reda.amharachicallcenterstudio.com Reda Amharech 103909 v v v v v
sefika.korkmazi®alo-tech.com $efika Korkmaz 481744 v v v v ¥
sinem.demirbilek@alo-tech.com Sinem Demirbilek None v v v v v
tastuser2@calicenterstudio.com Ak Test User2 297223 v v v v v
test user@calicenterstudio.com A& Test User 497320 v v v v Ca
test@callcenterstudic.com Test 483047 v v v v v
umut turhan@callcenterstudic.com Umut €. Turhan 769497 v v v v v

Rowsperpage: 50 *  1-130f13

Call Reports

Reports under the title of Call:

1. Call Detail 4. Abandoned Calls from
2. Call Transfer Queues
3. General Call Trafic 5. Voicemail & Callback

Request Calls

Call Center Studio User Guide October 2020

Version



CallCenter

Call Detail Report

1.

The report includes detailed information on all calls. Filtering can be done according

to queue, Agent name, Start, and End time.

If voice recordings are requested to appear in the report, option should be
selected.
It is optional to name the report, and the report can be downloaded in an .CSV format

without any name. Filtered report results can be downloaded in .CSV format by

clicking on the, 3 , download button. Filtered report results can be deleted by

clicking on the, d , delete button.
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Topics in the Report explained in the Manual:

Call ID The ID of the call
Call Unique ID Unique ID of the call
Channel The channel from which the call came and exited
If the call took place in a queue, “1” will be displayed.
Queued If the call did not take place in the queue, “0” will be displayed.
If the call is answered, “1”” will be displayed.
Answered If the call was not answered, “0” will be displayed.
lAnswered By Agent who answered the call.
If the call was assigned to an agent, “1” will be displayed.
IAssigned If the call was not assigned to an agent, “0” will be displayed.
If the call was abandoned, “1” will be displayed.
' Abandoned If the call was not abandoned, “0” will be displayed.
Dequeue -
Call Date The date and time when the call entered the system.
Queue Date The date and time when the call was queued.

Connection Date

The date and time when the call was connected to the customer
representative.

Hang Up Date The date and time when the call was closed.
'Wait Duration The wait duration the call

Call Duration The duration of the call

Hold The number of times the call was placed on hold
Hold Duration The length of time that the call was on hold
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Service Level

If the call was answered within the service level, “1” will be
displayed.

If the call was not answered within the service level “0” will be
displayed.

If the call was closed within the short call duration set time, “1”
will be displayed.
If the call was not closed within the short call duration set time,

Short Call “0” will be displayed.
Caller ID Phone number of the caller
Called Number The phone number of the person called

Call Direction

The incoming call is called “Inbound,”
The outgoing call is specified as “Outbound.”

Indicates which queue the incoming or outgoing call came or

Queue exited from.
Agent Agent’s name
Agent Custom Id Agent’s Custom Id

Local Release

If the agent closed the call "1" will be displayed.
If the customer closed, the call “0” will be displayed.

'Voice Recording

If there is a voice recording for the call, "1" will be displayed.
If the voice recording is not logged or if it is not present, "0" will
be displayed.

Custom Variables

Call variables defined in the IVR

Source Tenant

Tenant's detailed report of the call

IACD Date The delivery date of the call
IACD First Queue Queue where the call was first sent.
Last Attendant Step | The menu step where the call was ended.

Tags

Tags assigned to the call
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Transfer Tenant Tenant sending the call by internal transfer or virtual number

Transfer Tenant
Agent The agent who made the transfer.

Automatic result codes are written about the status of the call
Disposition (Chanunavail, cancel, answer, busy)

IVR Elapsed Time Total time in IVR
Call Transfer

Information regarding transfers can be found here. It can be filtered using the agent and

transfer type. Filtered report results can be downloaded in .CSV format by clicking on the

x|

¥ download button. Filtered report results can be deleted by clicking on the delete
button.
Active Call Key The key number of the call
Transfer Date Date of the transferred call
Custom ID Agent’s Custom ID
Transferor The transferor of the call
Transferee The transferee of the call
Transfer Type Type of the Transfer
[nitial Queue The initial call queue
Last Agent Last agent on the call
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General Call Traffic

The information of the Executive Summary Report sent to the users according to the Daily,

Weekly, and Monthly options are available via email. (Identification is made from User

Notification Settings.)

tart Date

201807402

Date

2020-01-27

2020-01-21

2020-01-30

2020-02-03

2020-01-20

2020-04-22

2020-01-29

2020-02-04

2020-01-23

2020-02-06

2019-12-19

Incoming Calls

Finish Dat
2020/05/08

Shaw

Answered Incoming Calls

Incomning Call Duration

Missed Calls

Outgoing Attempts

Rows per page:

Outgoing Calls
a8

29

25

19

30

3

19

22

15

21

50 v 1-500f 276 2
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Abandoned Calls from Queues

Lists of abandoned calls in queues are displayed in detail here. Filtering can be done by

number and queue. To view the report, it must be downloaded in .CSV format. Filtered report

results can be downloaded in .CSV format by clicking on the $ download button.

Filtered report results can be deleted by clicking on the 9 delete button.
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0170142019 OBMSF2020
Report Creator File Name Date Created Completed Download
fatih.koo@calicenterstudio.com abandon_calls_2019-01-01 00:00:00_2020-05-08 23:59:5% 2020-05-08 12:01:05.670535 v b3 -}

Voicemail & Callback Request Calls

Rows per page: 50~ 11 of 4

Lists the calls that arise from requests of voicemails or callbacks are displayed in detail here.

Filtering can be done by number and status. To view the report, it must be downloaded in

.CSV format. Filtered report results can be downloaded in .CSV format by clicking on the

Call Center Studio User Guide
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£ download button. Filtered report results can be deleted by clicking on the 9 delete

tart Date Finish Dat
Voice Mail o 09/04/2019 08/05/2020 Expart
Report Creator File Name Date Created Completed Download
fatih koc@callcenterstudio.com callback_request_201%-04-09 00:00:00_2020-05-08 23:55:59 2020-05-08 13:17:55.585929 v & B
fatih koc@callcenterstudio.com callback_request_2018-01-01 00:00:00_2020-05-08 23:55:59 2020-05-08 12:00:44.216074 v * B
Rows perpage: 50 ¥ 1-20f2

Chat Reports

To view the details, they must be downloaded in .CSV format. Filtered report results can be

downloaded in .CSV format by clicking on the % download button. Filtered report results

can be deleted by clicking on the 9 delete button.

Chat Details Report

Example of the report is shown below:

Call Center Studio User Guide October 2020
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il | e

Report Creator

sophie@callcenter.com

sophie@callcenter.com

Queu:

Inbound_Q

Report Creator

fatih kec@calicenterstudio.com

Flle Name

ChatDetall_2019-03-04 00:00:00_2019-07-16 23:59:59

ChatDetail_2019-07-17 00:00:00_2019-07-17 23:59:59

Start Date

Agent - 0241012017

File Name

ChatDetail_2017-10-02 00:00:00_2020-05-08 23:5%:59

Campaign Reports

Reports under the title of Campaign:

1. Call History

2. Finish Codes

3. Last Finish Code

Finish Date

Date Created

2019-07-17 02:41:04.184876

2019-07-17 02:40:32.172746

Finish Date

08052020

Date Created

2020-05-08 13:33:17.621656

Completed Download
4 @
v : 8

Completed

faws per

Download
8
page: 50 T 1101
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Call History

Reports show campaign searches, call information, custom fields, notes, planned visit dates
(redial date), and scripter results. It can be filtered by the Start-End Date, -loaded list (data),

Agent, and campaign name. The report must be downloaded in .CSV format to be displayed.

Filtered report results can be downloaded in .CSV format by clicking on the $ download

button. Filtered report results can be deleted by clicking on the 9 delete button.

UK test ¥ uktest 1 g 01052019 08/05/2020 Export

Report Creator File Name Date Created Completed Download

fatih koc@callcanterstudio.com CampaignCallHistory_2019-05-01 00:00:00_2020-05-08 23:59:59 2020-05-08 13:41:38.560487 v E |

fatih kec@callcenterstudio.com LastReasonCode_2013-09-01 00:00:00_2020-03-30 23:59:59 2020-02-30 14,01:12.344956 v s B

fatih kec@eallcenterstuio com LastReasanCoda_2018-08-26 00:00:00_2020-03-30 23:59:5 2020-03-30 14.00:33 616270 v s B8

fatih koc@callcanterstudio.com CampaignCallHistory_2019-06-30 00:00:00_2020-03-30 23:59:5% 2020-03-20 13:29:10.799212 v s 8

fatih kor@callcenterstudio cam CampaignCallHistory_2020-03-01 00:00-00_2020-03-30 23:59:59 2020-03-30 1333:04.719130 v L |
Rews per page: 50 7 15af5

Finish Codes

Reports the numbers of the cause-effect codes and result codes of the campaign collectively.

The report can be downloaded in .CSV format.
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Start Date
Campaign - 10172016

Campaign Reason Code

Last Finish Code

Finish Date
08/05/2020

Finish Code

Sorry, no matching records found

Count

Rows per page: 50 G0 ef0
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The result code of a number called in the campaign is written in this report. In this report,
information such as contact information of the number called, other numbers, and the number

of appointments, if the visit was created, can be accessed.

Report Creator File Name Date Created Completed Download

fatih kor@calicenterstudio.com CampaignCallHistory_2019-05-01 00:00:00_2020-05-08 23:59:59 2020-05-08 13:41:38 560487 4 LS - |

fatih.kec@calicenterstudio.com LastReasonCode_2013-09-01 00:00:00_2020-03-30 23:59:59 2020-03-30 14:01:13.344996 v * [}

fatih koc@calicentarstudio com LastReasonCade_2018-08-26 00:00-00_2020-03-30 23:59:59 2020-03-30 14:00:33 616270 v R |

fatih.koo@calicenterstudio.com CampaignCallHistory_2019-06-30 00:00:00_2020-03-30 23:59:59 2020-03-30 13:39:10.799212 v * B

fatih kor@calicentarstudio com CampaignCallHistory_2020-03-01 00:00-00_2020-03-30 23:59:59 2020-03-30 13:33:04.719130 4 L - |
Rows per page: 50 7 1-50fS

Interactive Voice Response Reports

Call Center Studio User Guide October 2020
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Routing Performance

The Routing Performances in the Welcome menu can be accessed here. These are the reports
that have the “Log” option selected when creating IVR steps. It is also the reports of how

often IVR steps are taken between the chosen dates and the total waiting times in the steps.

Attendant Count Duration
00.Demo_IVR_Root 73 19

01.Welcome 25 23

Review

Reports under the title of Review:
1. Evaluation Summary
2. Evaluation Summary Export

3. Evaluation Detail Export

Evaluation Summary

Call Center Studio User Guide October 2020
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Agents' calls are evaluated using quality evaluation forms. Evaluation results can be found in

this report. It can be filtered by agents, team leaders, and dates. It can be downloaded in .CSV

format.
E E T u Tear L U Show
[+ ]
Layout Name Evaluation Date Evaluating User Evaluated User Queue Team Score Call Type Caller D
Rows perpage; 50 7 o-0of0
Call Center Studio User Guide October 2020
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Evaluation Summary Export

Evaluation Summary is exported here. Filtered report results can be downloaded in .CSV

format by clicking on the % download button. Filtered report results can be deleted by

clicking on the delete button.
|
Report Creator File Name Date Created Completed Download
fatih.kac@callcenterstudio.com QualityEvaluationReport__ 2020-05-08 14:08:20.973717 ' 3 -}
Rows per page: 50 ™ 1101
Call Center Studio User Guide October 2020
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Evaluation Detail Export

Lists of evaluations are displayed in detail here. To view the report, it must be downloaded in

.CSV format. Filtered report results can be downloaded in .CSV format by clicking on the

o d . — B

— download button. Filtered report results can be deleted by clicking on the 9 delete
button.

E E Export
Report Creator File Name Date Created Completed Download
fatih koc@callcenterstudio.com QualityEvaluationFormDetail__ 2020-05-12 13:30:48.065302 v . 4 B
Rows per page: S0 7 -1of1
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Satisfaction Survey Reports

These are the reports that reach the keying values made by the customers, in response to the
satisfaction survey questions defined in the IVR. Reports can be filtered according to

start/finish date, phone number, campaign, being inbound or not, and downloaded in .CSV

format.
Start Date Finish Date i
Numbe c aig! ¥ OB/OBF20 T 12/05/2020
Report Creator File Name Date Created Completed Download
fatih ko @callcenterstudio.com SurveyDetail_2017-08-08 00:00:00_2020-05-12 23:59:55 2020-05-12 13:33:24 967170 v L. |
Rows perpage: 50 7 1-10f1
Call Center Studio User Guide October 2020
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Integrations

In this section, there are headings in which connections of different services that the system is
integrated can be used. Regarding these integrations, the guidance of the assigned Call Center

Studio project manager should be consulted regarding the installation and use.

Start Dat Finish Da
Token 0901142016 124052020 “

[+]

Date Caller ID Agent lyzico name Active call key / Conversation Id Internal Error Token Locale Currency

Rows per page: 50 ¥ 0-00f0
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Platform

All users

All users registered in Tenant regarding related reports are listed here. It can be downloaded

in .CSV format.

Report Creator

fatih.koc@callcenterstudio.com

simay guler@alo-tech.com

gokee karaduman@hatmail.com

mesut.oner®ale-tech.com

gokee karaduman@alo-tech.com

gokce karadumangalo-tech.com

-

File Name
UserList_Test_2020-05-12_15-26-59
UserList_2019-12-30_11-23-07
UserList_2010-05-16_12-33-04
UserList_2018-07-17_10-36-08
UserList_2017-11-06_11-01-05

UserList_tesst 2017-11-06_11-00-13

Date Created

2020-05-12 15:26:59.950433

2019-12-30 11:23:07 256086

2019-05-16 12:33:04.211568

2018-07-17 10:36:08.125020

2017-11-06 11:01:05 652490

2017-11-06 11:00:13.555690

Completed

v

v

v

Download
* B
Lo |
. |
LA |
L |
LI |

Rows per page: 50 -

1-6cfE
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Daily User Status

All users who become active on the specified dates are accessed here. It is possible to filter

the results based on the type of roles of users. Filtered report results can be downloaded in

.CSV format optionally.
[+]
Logdate Namespace Username Admin Supervisor Agent Reporting QA Extension

Sarry, no matching records found

Billing Summary

All users’ billing summaries on the specified dates are shown here. It can also be downloaded

in .CSV format optionally.
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[+

User Name Agent Extension

Total 1690 46

karimsayanid0@gmall.com 3 29

cemal.yilmaz@callcenterstudio.com 173 13

umut.turhan@callcenterstudio.com 189 4

helin yildiz@callcenterstudio com 147 a

test user2@callcenterstudio com 253 a

gamze sanal@callcenterstudic.com 102 a

john smith@emailaddress.com ] o

karim sayani@callcenterstudio.com 7 a

abdullah kevser@callcenterstudio.com 172 a

Rows per page: 50 147 0f 17

Beta
Sections that are actively being edited appear here. For example, if a new user is being
created it will appear here. This section is used normally by the Call Center Studio

Development Team or Assigned Project Manager.

Queue Performance

Beta versions of the reports regarding queue’s performances, which are not completed yet,
can be seen here. It can be filtered by duration as 15 minutes, 30 minutes, and hourly. It can

also be downloaded in .CSV format optionally.
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Emre Demir_iSiML_KUYRUK

Total

18:00

14:00

11:00

0930

11:30

16:00

10:30

14:30

16:30

000

13:30

0200712018

Answered

127

Rejected Calls on Queue

Beta versions of the reports regarding rejected calls on queues that are not completed can be

seen here. It can be filtered by duration as 15 minutes, 30 minutes, and hourly. It can also be

F Date
120542020

downloaded in .CSV format optionally.

30 Minutes

sL

89.76377952755905

91.6666E666666666

sz

B6.66666666666666

50

BL1T1111111111114

20 52.17391304347826
[} ]

333333 1334
[T 42.857142857142854
#3.33333333333334
100 B6.66666666666666
90.47619047615048 82 6086956521739
L] o
100 71.4285714 2857143
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Supervisor

Supervisor

The supervisor screen provides the necessary tools to manage the entire operation.

Automatic Refresh

The automatic refresh button is located on the top of the supervisor screen. When Auto

Refresh is “On” updates will be refreshed in real-time.

Auto Refresh m

Auto Refresh can be turned off by clicking the refresh button. As shown below:

Auto Refresh
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Agent Default Screen

The agent default screen is the first screen that appears when the Supervisor tab is clicked

from this screen; multiple contact center matrixes are provided.

lIiCenter Auto Refresh () D@D DG

[Waiting Chats
Queue Chat Longest (Duration) Chat
Total o o

. 3
<[> Avg. Durations

B o vessaess
P oo Arsverss Avaoes” S
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Queue Performance Table

Located in the top left-hand corner of the supervisor default screen is the Queue Performance

table, as shown below:

Selected Queue : Total

Queue Calls Short Abandoned Answered Answer Rate SL SL2  Waiting Avg. Waiting

inbound 9 5 0 B 44% 100% 100% 00:00:16 00:00:04

Total 9 5 0 4 A4% 100% 100% 00:00:16 00:00:01

| 3
This table provides queue metrics based on individual queues. Multiple queues can be
compared at a glance, and decisions can be made based on the information provided. Number
of calls, number of short calls, number of abandoned calls, number of answer calls, the

answer rate, service level, waiting time and average waiting time, outbound attempts, talk

times, and chat details are provided.

Also, when the expand button, ., is clicked. The table above will appear in a pop-up

window format, as shown below:

®
Queue Calls Short Abandoned Answered Answer Rate SL SL2 Waiting Awvg. Waiting Talk Avg. Talk Release Ot
outbound 0 0 0 0 0% 0% 0% 00:00:00 00:00:00 00:00:00 00:00:00 0
inbound 6 0 1 B 83% 60% 50% 00:02:09 00:00:21 00:08:29 00:01:41 0
Total 6 0 il 5 83% 60% 50% 00:02:09 00:00:21 00:08:29 00:01:41 0

4 4
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Interval Table

Information such as calls per hour, answered calls, and service level can be viewed here. It is

possible to view total values and hourly values by selecting individual hour lines.

Interval Chart Messages
Table

Hour

00:00-
01:00
01:00-
02:00
02:00-
03:00
03:00-
04:00
04:00-
05:00
05:00-
06:00
06:00-
07:00
07:00-
08:00
08:00-
09:00

Inbound  Answered Abandoned Short

0

0

0

0

0

0

0

0

ATT AR

0

0

0

0

5L

5L2

Cutbound Cutbound a

Attempts alls
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
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Inbound calls are expressed with graphics. Green columns indicate answered calls, and red

columns show missed calls.

Interval Chart

00 F-00ES
OoEE-00Es
O0-Ec-00:LE
0o LZ-000E
00-0Z-00°6 |-
OO L0028 |
oo -0l
i3l 0oL L-009 |
009 L0005 |

Q05 100 |

00 L-00E |

O0E 00 |
O0EL-00: k|

0ok L-o0:0 )
Qo:0-00an

| 0o-60-00:20
no-e0-00:£0
Q0:L0-0040
0oa0-00:50
00-50-000
0o0-F0-00:£0
OoE0-00:2a
Qo=Zo-00: Lo
| O0:Lo-0000

Messages

]

Interval
Table

g
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Messages

Previous messages from agents assigned to the supervisor can be viewed here.

() STl Interval Chart
Table

Type Date Message

supervisor 13/5/2020 15:8:33 <b=5Sender:Cole Melendez</b><br=<br=Good Job!
supervisor 13/5/202015:9:18 <b=Sender:Cole Melendez</b=<br=<br=Do you need help?
supervisor 13/5/2020 15:9:44 <b>Sender:Cole Melendez</b><br><br>=Do you need help?

Incoming messages from an agent will pop-up in the middle of the supervisor screen, as

shown below:
=
© david.brown@callcenter.com
Hey, don’t worry | handle it.
Okay
_ Okay .
Click the Okay button, , to return to the supervisor screen.
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Agent Status List

The agent status list provides a quick overview of the agent’s performance. Details such as
length of status duration, inbound, and outbound call totals are provided here. Also, using this
list, agents can be messaged, their status can be changed along with their password,
individual performance can be viewed, and queue or team modifications for each agent can

be made.

|

Agent Call Direction Status Duration Inbound Qutbound Total Talk Average Talking % Total Break Total Ex
Keyon Sweenegy 00:00:12 [4] 00:00:00 00:00:00 0 00:09:07 00:02:4
Harold Kirk 00:14:06 00:01:31 00:00:45 5 00:00:00 00:12:3
John Smith 00:14:04 00:01:39 00:00:49 4 00:09:13 00:03:1
Vincent Warner 00:14:04 00:08:38 00:01:43 21 00:00:17 00:09:0

Jared Walter
Paul Baker

00:14:02
00:13:33
00:13:18
00:00:58
00:00:42

00:00:21 00:00:31
00:00:37 00:00:37
00:00:00 00:00:00
00:05:03 00:00:50
00:03:49 00:00:57

00:00:22 00:11:3!
00:00:00 00:05:4
00:00:00 00:13:1
00:00:20 00:10:3
00:00:31 00:12:5

3

Gerald Blanchard

Cole Melendez

[T = U = S T TR R o I ¢
{7 R - B = A = FE = B -SSR e IR = R =
(=T = - T = R % T )

Khioe Bond

i L= I« B SR« R & 3 BN S /% B N I
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Listening to an Agent’s Phone Call

1. Click the & button of the desired agent. This button is located to the left of the

agent’s name the following pop-up window will appear:

—
= K

Agent Call Direction Status Dwration

1 @ Gerald Blanchard - 00:32:20
2 © Sheldon Warren 4 OQutbound _ 00:00:19

1 L!

Listen on the computer
Listen on the phone
Send Message

<

Change Status

Change Password

Agent Performance

Queue/Team Settings
Note: the following options are only available when the agent is in “Talking” status:

® Listen on the computer

® Listen on the phone

2. Click either “Listen on the computer” button or “Listen on the phone” button (If the

supervisor has IP phone enabled), the following pop-up window will appear:
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Call Listened To : John Henry | *******66

00: 00 : 00
~H0%

Softphone : !n:-;j

3. Click the “Listen” button, ﬂ .

)
e C(lick the “Whisper” button, 9 . To support the agent, without joining the call.

e C(lick the “Conference” button, . To support the agent, by joining the call.

4. Click the “Hangup” button, . To leave the call.
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Sending a Message to an Agent

1. Click the & button of the desired agent. This button is located to the left of the

agent’s name the following pop-up window will appear:

—
= K

Agent Call Direction Status Dwration

1 @ Gerald Blanchard - 00:32:20
2 © Sheldon Warren 4 OQutbound - 00:00:19

= e

1 ]
{' Listen on the computer 1

Listen on the phone
Send Message

Change Status

Change Password

Agent Performance

Queue/Team Settings

Note: the following options are only available when the agent is in “Talking” status:

® Listen on the computer

® Listen on the phone

Call Center Studio User Guide October 2020 Version



aliCente
S TUDIO .
Supervisor

5. Click the “Send Message” button; the following pop-up window will appear:

x|
erald.blanchard@callcent
Recipient . g @ el
Messane Tips Popup Message v
Content ] )
Send Close

6. Click the ‘Message Type” dropdown box. The following selections will appear:

o gerald blanchard @callcente:
Recipient

Message Type Popup Message )
Fopup Message
Popup Web Page

Cantent

Send Close

7. Select the desired message type.

8. Click the “Content” input box, type the desired message.
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Send
9. Click the “Send” button,

Changing an Agent’s Status

1. Click the @ button of the desired agent. This button is located to the left of the

agent’s name the following pop-up window will appear:

—
=

Agent Call Direction Status Duration

1 @ Gerald Blanchard IEvaiEbie] 003220
2 @ Sheldon Warren 4 Outbound |IGHEEN 00:00:19

‘e
{' Listen on the computer "

Listen on the phone
Send Message

Change Status

Change Password

Agent Performance

Queue/Team Settings

Note: the following options are only available when the agent is in “Talking” status:

® Listen on the computer

® Listen on the phone
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2. Click the “Change Status” button; the following pop-up window will appear:

x

Agent [ gerald.blanchard@callcente-]

short break |
Latest Status[_ |

Status | v

| have trouble with agent status changing

Send Close

3. Click the “Status” dropdown box. The following drop-down menu will appear:

gerald.blanchard@callcente
Agent

short break
Latest Status

Status ¥

Available
Atter Call Work

Break

Lunch

Training Close
Meeting

Back Office

Logoft

HappyHour

Note: Statuses below the dotted line are custom statuses created in the Statuses section of the

administrator screen. Here a custom status is used to provide an example of how they appear

on the supervisor screen.
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4. Make a status selection.

Send
5. Click the “Send” button,

Note: If you are having trouble making an agent status change, click the following button

shown below:

| have trouble with agent status changing

The following pop-up window will appear:

demo2.callcenterstudio.com says

Note: This is using an example tenant, instead of demo2.callcenterstudio.com, it will be

Are you sure?

“YourDesiredTenantName. ’callcenterstudio.com.

Click the Okay button, .
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Changing an Agent’s Password

1. Click the & button of the desired agent. This button is located to the left of the

agent’s name the following pop-up window will appear:

—
= K

Agent Call Direction Status Dwration

1 @ Gerald Blanchard - 00:32:20
2 © Sheldon Warren 4 OQutbound - 00:00:19

= e

1 ]
{' Listen on the computer 1

Listen on the phone
Send Message

Change Status

Change Password

Agent Performance

Queue/Team Settings

Note: the following options are only available when the agent is in “Talking” status:

® Listen on the computer

® Listen on the phone
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2. Click the “Change Password” button. The. The following pop-up window will appear:

@ Change Password

Supervisor Password

Agent New Password

Agent New Password Again

Send Close

3. Click the “Supervisor Password” input box, type the password for the supervisor
account in use.

4. Click the “Agent New Password” input box, type the agent’s desired new password.

5. Click the “Agent New Password Again” input box, type the agent’s desired new

password again.

Send
6. Click the “Save button,

Call Center Studio User Guide October 2020 Version



lIiCente

S TUDIO .
Supervisor

Viewing Agent’s Performance

1. Click the & button of the desired agent. This button is located to the left of the

agent’s name the following pop-up window will appear:

—
= K

Agent Call Direction Status Dwration

1 @ Gerald Blanchard - 00:32:20
2 © Sheldon Warren 4 OQutbound - 00:00:19

= e

1 ]
{' Listen on the computer 1

Listen on the phone
Send Message

Change Status

Change Password

Agent Performance

Queue/Team Settings

Note: the following options are only available when the agent is in “Talking” status:

e Listen on the computer

® Listen on the phone
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2. Click the “Agent Performance” button. The following pop-up window will appear:

|

o
J Name:gerald.blanchard@callcenter.con Inbound Time Outbound Time
‘ Login : 00:00:00 00:00:52
Login Time (min) :0
Call Count 0 Outbound Attempts T Call Count 1
Average Talk Time 00:00:00 Call Count 1 Average Talk Time 00:00:52
Local Release 0 Average Talk Time 00:00:52 Local Release 0
Abandoned Calls 0 Local Release 0
Answered Speed 0
T — e
Distribution Status Productivity
% Gross % Net
avallable |
la\lgng 0 0
dialing
shortbreak
lunch Performance Table
meeting
training
aftercaliwork
ringing
backoffice
nold
Custom Status
Mot Answering
chatting
0 25,000 50,000 75,000 100,000
B nbound [l Outbound
Seconds

3. After viewing, click the exit button located in the top left-hand corner of the pop-up

window.
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Changing Agent’s Queue / Team Settings

1. Click the & button of the desired agent. This button is located to the left of the

agent’s name the following pop-up window will appear:

—
= K

Agent Call Direction Status Dwration

1 @ Gerald Blanchard - 00:32:20
2 © Sheldon Warren 4 OQutbound _ 00:00:19

=
‘ M

<

L

Listen on the computer
Listen on the phone
Send Message

Change Status

Change Password

Agent Performance

Queue/Team Settings

Note: the following options are only available when the agent is in “Talking” status:

® Listen on the computer

® Listen on the phone
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2. Click the “Queue / Team Settings” button. The following pop-up window will appear:

| 3|

Agent Email \gerald blanchard@callcenter.com |

Add to Queue | ! v

Priority 1100 |

|QU9UE | Delete all queues from agent
Queue Priority

Inbound [100 | X
Outbound 200 | X
<|2

Queue Group | Select queue tags | Add Delete

Add to Team | Select teams | Add

Team Name

Team Name
<2

Close
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Adding Agent to a Queue

1. As you can see underneath the Agent Email, the agent can be added to multiple

queues:

Add to Queue | s l
Priority /| Q
s
| Example
Queue inbound
outbound
Chat Queues

2. In most cases, the priority value is defined according to the user’s level of experience
and knowledge. For instance, in the example below, the priority value is set at 100 for

John, meaning he will be the first to receive an inquiry within a defined queue.
Priority 100

3. ‘Queue’ Box allows the user to type the name of a queue manually. (For searching

purposes)

Queue

4. “Delete all queues from the agent” button is located right next to it, allowing the user

to remove the agent from all the previously assigned queues.

Delete all gueues from agent
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5. Added queues and priority levels can be seen here.
Queue Priority
Predictive 100 .
Sales 100 .
Technical Support 100 .
Test_ Q 100 X

Deleting a Queue

1. To delete queues from the user, click the delete button ~ , located to the far right of

the desired queue. When the delete button is clicked the following pop-up will appear:

Predictive - will be removed from queue. Do you want to continue?

e Select the cancel button, , will cancel the deletion.

oK
o Select the OK button, - will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “

The screen will reload, and the deleted queue will not be shown.
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Changing the Priority level

1. Click the input box shown in the priority column and type the preferred priority level as

described in adding a user section.

Ok g5
Cancel

2. Click the Ok button, % , to acknowledge the additions and to update the priority

value.

Agent priority value updated.

| Okay ‘

3. Click the cancel button, QM , to cancel the change.
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Adding an Agent to a Queue Group
1. Click the desired “Queue group” to add the user to a queue group:
Queue Group Test Add Delete
test

Add
2. Once the queue group is selected, click the Add button, , When the add button

is clicked the following pop-up will appear:

4

Sales, test, WhatsApp Chat added
to agent.

Okay

Oka
3. Select the Okay button, . , to confirm the addition.
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Adding an Agent to a Team

1. Click the “Add to Team” input box, the following dropdown menu with available

teams will appear:

Add to Team Add
Team Name Alpha

| Beta

Team Mame

2. Select the desired team.

Add
3. Click the “Add” button, . The following pop-up window will appear:

4

& Gerald Blanchard added to the
team. (Alpha)

Okay
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Oka
4. Click the “Okay” button, ¥ . The team list will show the updated team, as

shown below:

Team Name

Team Name

Alpha
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Editing a Team

1. Click the edit button, “ , of the desired team from the individual Agent’s Queue /

Team Settings. The following window will appear:

Team Name: E-F-\Ipha

Add user Add team
[ Select users Add m_«. ect teams | Add

Show only active agents | |

Email

Email Supervisor Agent
john.smith@callcenter.com v v X
gerald.blanchard@callcenter.com v v %
david.brown@callcenter.com v v d
Queue Groupi Select queue tags Add

Queue Group
< [l

Save Close
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2. Add users to the team by clicking the “Select users” input box, a dropdown list of

available users will appear, as shown below:

Team Name: EAIpha

Add user

Gerald Blanchard
Harold Kirk
Jared Walter
John Smith
Keyon Sweeney
Khloe Bond
Maggie Mccarty

Cole Melendez =

Natalia Carter bt

Add

om

Hio.com

3. Click the desired user, “Cole Melendez,” from the dropdown list, if down correctly

the selection will look like the picture below:

Add user

x Cole Melendez | |

Harold Kirk
Jared Walter
John Smith
Keyon Sweeney
Khloe Bond
Maggie Mccarty
Natalia Carter
Paul Baker

Gerald Blanchard =

-

Add

om

Hio.com
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Note: Multiple users can be added at the same time. For example, “Gerald Blanchard,” can

be selected, as shown below:

Add user

» Cole Melendez

« Gerald Blanchard Add
I
*-

Jared Walter

John Smith

Keyon Sweeney

Khloe Bond

Maggie Mccarty ——

Natalia Carter

Paul Baker pm

Sheldon Warren T fio.com

Both of the desired users were added to the input box above. If a user was clicked by

accident, the user could be removed by pressing the, “X,” to the left of the user’s name:

x Cole Melendez | | Add

The user, “Gerald Blanchard,” was deleted from the user add list shown above.
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4. To add the user (“Cole Melendez”) to the team, press the add button, TN ,if

done correctly the following pop-up window will be displayed:

© Cole Melendez already in the
team.

Okay

5. Click the Okay button, s , once the user will appear in the list as shown

below:
Email
Email Supervisor Agent
cole.melendez @callcenterstudio.com v v 2

Note: Their access level is also listed. In this example, Cole is both a Supervisor and an

Agent indicated by the checkmarks.

Click the input box to the right of Email, type the desired user’s email. This search box can

be used to find team members quickly, as shown below:

Email
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The search box can be used to search for users. Click the input box, type the user’s email.

Email [
Email Supervisor Agent
cole.melendez @callcenterstudio.com v v X

Team members can be deleted here by pressing, ", to the right of checkmarks. If the, ,

is clicked the pop-up below will be shown to confirm the deletion:

demo.callcenterstudio.com says

cole.melendez @callcenterstudio.com; queue will be
deleted permanently. Do you want to continue?

Cancel

o Select the cancel button, , will cancel the deletion.

oK
e Select the OK button, - will confirm the deletion.
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7. Once users are added, the team can be added to a queue. Add a team to a queue by
clicking the “Select queue tags” input box, a dropdown list of available queues will

appear, as shown below:

Queue Group Add
>

8. Click the desired queue, “Customer Service” (an example) from the dropdown list, if

down correctly the selection will look like the picture below:

x Customer Service
Queue Group Add

Queue Group | No matches found
>

Note:

e To facilitate speed in adding queues, multiple queues, if created, can also be selected,

and added at the same time.

o Selected queues can also be deleted similar to users by clicking the, “X”, to the left of

the queue name.
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9. To add the queue (“Customer Service”) to the team, press the add button, hes , if
done correctly, the queue will be displayed under the “Queue Group” list as shown

below:

Queue Group :-: Customer Service . .' Add

Queue Group

Customer Service

>

Queues can be deleted here as well by pressing, | to the right of the queue name. If the,

", is clicked the pop-up below will be shown to confirm the deletion:

demo.callcenterstudio.com says

Customer Service - will be removed. Do you want to

Cancel

e Select the cancel button, , will cancel the deletion.

continue?

oK
e Select the OK button, - will confirm the deletion.
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10. Once the user and queue selection is complete, the information can be saved by

clicking the save button, feve , the following pop-up box will appear:

demo.callcenterstudio.com says

There are queue groups in team. Do you want to update

11. Click the Ok button, “, to confirm the update.

After pressing the “Ok” button, the following pop-up window will be displayed:

all team members?

Success

Okay
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Deleting an Agent from a Team
1. Click the delete button, * , of the desired team from the individual Agent’s Queue /

Team Settings. The following pop-up window will appear:

demo.callcenterstudio.com says

cole.melendez @callcenterstudio.com; queue will be
deleted permanently. Do you want to continue?

Cancel

o Select the cancel button, , will cancel the deletion.
e Select the OK button, , will confirm the deletion.

2. Confirm the deletion by clicking the OK button, “
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Viewing Logged Off Agents

1. Click the = button, located in the top left-hand corner of the Agent Status List. The

following dropdown menu will appear:

-~
|||I

Show Logoff Agents

Show All Agents

Multiple Message

Team:

| 1]

2. Click the “Show Logoff Agents” button. The following pop-up window will appear:

*
Agent Status
David Brown logoff
John Smith logoff
Sally Thompson logoff
Whyatt Black logoff
Sam Grey logoff
David White logoff
Lisa Kelly logoff
Adam Johnson logoff
Emily Blackwater logoff
Charlie Hogan logoft

3. After viewing, click the exit button located in the top left-hand corner of the pop-up

window.
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Viewing All Agents

1. Click the = button, located in the top left-hand corner of the Agent Status List. The

following dropdown menu will appear:

- A
=

Show Logoff Agents

Show All Agents

Multiple Message

Team:

| v

2. Click the “Show All Agents” button. The following pop-up window will appear:

xJ
Agent Status
David Brown logoff
John Smith

Kathy Ingram
Sally Thompson
Gerald Blanchard
Samantha Reed

Whyatt Black logoff
Sam Grey logoff
David White logoff
Lisa Kelly logoff
Adam Johnson logoff
Emily Blackwater logoff
Charlie Hogan logoff

John Greenback

3. After viewing, click the exit button located in the top left-hand corner of the pop-up

window.

Call Center Studio User Guide October 2020 Version



Supervisor

Sending a Message to Multiple Agents

1. Click the = button, located in the top left-hand corner of the Agent Status List. The

following dropdown menu will appear:

-~
|||I

Show Logoff Agents

Show All Agents

Multiple Message

Team:

| v]

2. Click the “Multiple Message” button. The following pop-up window will appear:

x
Queue List { p
Team List | 2
P | Popup Message _v
Message Content 4
Send Close

3. Click the “Queue List” dropdown box, select the desired queue.

4. Click the “Team List” dropdown box, select the desired team.
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5. Click the “Message Type” dropdown box, select the desired message type.

6. Click the “Message Content” input box, type the desired message.

. Send
7. Click the “Send” button,

Filter Agent Status List by Team

1. Click the button, located in the top left-hand corner of the Agent Status List. The

following dropdown menu will appear:

i
ull

Show Logoff Agents

Show All Agents

Multiple Message

Team:

2. Click the “Team” dropdown box, select the desired team. The updated agent status list

will only show the members of the selected team.
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Waiting Calls & Waiting Chats

Details about how many calls and chats are in waiting status and the queue with the longest

wait time can be viewed here.

If desired, a waiting call or chat alarm can be created in the alarms menu, and it can be

highlighted to catch the user’s attention.

Waiting Calls

Queuse Call Longest (Duration)

inbound 2 39
Total 2 39
Waiting Chats

Queue Chat Longest (Duration) Chat

inbound I 13
Total 1 13
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Viewing Agent Performance Graphically

-
1. Click the | "1 button, located in the top left-hand corner of the Agent Status List.

The following graph will appear:

Agent Perlormancs Tablo
B irhourd [ Outhoupd —— %

i 5 ] i - ; o i i B
] = ] Z = 5 = E F= £
= z a ¥ = 3 = 5 o
= o e = 3 - Pl = -
<} | 8 ol = = T r &5 F—
o] L ] B - - E w g P ]
= 5 ] 2 g £
= g i
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SL/AR and Average Holding Times

SL/AR Avg. Durations

Quantity

TOTAL : 9

Service levels and answering ratios are displayed here:

SL Ratio:

Answered calls
Incoming call - Short call
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SL2 Ratio:

Calls answered in the service level
Incoming calls - Short calls

Answering Ratio (Answer Rate (AR)):

Answered calls
Incoming calls
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Average Holding Times

SL/ AR Avg. Durations

Avg. Wait [ 27
Avg. Talke N

Status

Statuses of customer representatives are listed in this module. Customer representatives can

be filtered according to the related status in the agent status list by clicking the desired status

in the list.

aftercallwork -

talking 25
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Queue Tab

The Queue tab button is used to refresh the default screen when the auto-refresh is not used.

W
1. In the top right section of the supervisor screen, click the button, the following

menu will appear below the button:

H & O % ‘,.

Queue Agent Call Campaign

2. Select the “Queue” tab. The following screen will appear as a refreshed version of the

default screen:

(@R?enber Auto Refresh (J_o) D@ DG

Waiting Calls
Ca

,. o o o
C L L WlWaiiing Chais

Queue Chai Longest (Duration) Chat
0

NaNSi N [NaNS6 0000100 NaNNant

_—
sviored Shert ATT AR SL SLZ Oubound Atlerpts Ouond Cali | &
0 i
s
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Agent Tab
v
1. In the top right section of the supervisor screen, click the button, the following
menu will appear below the button:
N & o *x (@
— )
CQueue Agent Call Campaign Chat
2. Select the “Agent” tab. The following screen will appear:
:
‘ul;! Status  Durstion .‘ml;u Sl Duraton .‘-.r>- S Durats \.N 5 Stapus  Duration TP

Agents can be followed according to status in this menu.
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Call Tab
v
1. In the top right section of the supervisor screen, click the button, the following
menu will appear below the button:
-

ODlla]| | On] | X ‘,.

Queue Agent Call Campaign Chat
2. Select the “Call” tab. The following screen will appear:

%k?p!je!' Auto Refresh G

Call Records

Active Calls

Chat Records

Active Chats

Abandoned Calls from Queues
Transferred Calls

Voicemail & Callback Request Calls

Satisfaction Survey

3. For a complete explanation of the Call Tab, see the Quality Control Section > Call

Tab.
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Campaign Tab

Campaigns are used for using the dialers built-in to Call Center Studio. Campaigns operate

according to determined criteria.

If there is a campaign, details belonging to that campaign can be seen on the campaign
screen. Such information as reaching ratios, distribution of result codes, loaded lists, metrics
on calls completed, customer representative info, and result codes can be accessed.
Moreover, the last 10-minute call logs called with Dialer System are also listed.

W
1. In the top right section of the supervisor screen, click the button, the following

menu will appear below the button:

N & o *x (@

Queue Agent Call Campaign

2. Select the “Campaign” tab. The following screen will appear:

(glh)enber Auto Refresh D 2va 2740

Reaching Rate Result Code Distribution

Waiing 1 unii end of the d

Campaign List Details

List Name._Auto Pace Daia Counl. Completed Data_Remaining Data_Untouched Data_Compieted by Agent. Compieted by System Limit Exceeded
. =

(Completed by Agent [Completed by System
paign Reason Code Finish Code. Count, Date. Total Can Reast Code Total

Campag:

Number

cts waiting in the dialing queue

Calls Started in Last 10 Minutes

cs

c - <
(Campaign List Details
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Chat Tab

The chat tab has similar features to the default supervisor screen, except it is solely used for

monitoring chatting agents.

1. In the top right section of the supervisor screen, click the

menu will appear below the button:

H & O %

Cueue Agent Call Campaign

2. Select the “Chat” tab. The following screen will appear:

CalCenter aD

Queue Stalistics l»
Quuue  Answeres Chat Rejeceachas  Unansuersd Chm
oo war swosor
- 3 . o || 2 ne w0 e
w00 wa: o
wanw wiear n02e
W oo wiz0
wooce oo w1zt
woote wuz ey
wooe wiwn o010

oo s 00315

W
button, the following

Chat

Mo

Waiting Chats
Queue cn Longest Dunmtion) Chat

Total Status
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Agent Status List

The agent status list provides a quick overview of the agent’s performance. Details length of
status, duration, and chat totals are provided here. Agents can be messaged; their status can

be changed along with their password.

Agent Duration Chat Durstion Total Break Totnl Extra
1 Mincent Wamer - O14:23 00021 00:00:17 00:09:01
2 Poul Baker « 00:13:52 000000 00:00:00 00:05:45
3 Khioe Bond - 00:01:01 00:00:00 00:00:31 00:12:52
2 Keyon Sweeney - 00:00:31 00:28:30 00:08:07 00:02:43
- Harok] Kirk « 00:14:25 [0 00:00 00:00:00 001250
B Gerakd Blanchard - 01337 O 0000 000000 00:13:10
7 Jared Walier - 0014221 D 0000 0:00:22 00:11:38
9 Cole Meiendez « 000117 00:00:00 00:00:20 00:10:38
10 John Smith - 00:34:23 000000 00:05:13 00:03:15
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Sending a Message to an Agent

1. Click the desired agent name. The following pop-up window will appear:

Agert Status Chat Busy
Send Message
Change Status
Change Password

2. Click the “Send Message” button. The following pop-up window will appear:

Send Message To Agent

Recipient john.henry@callcenter.com
Message Type Popup Message -
Content

Send Message
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3. Click the ‘Message Type” dropdown box the following selections will appear:

%
Recipient john.henry@callcenter.com
Message Type Popup Message -
Cantent Mﬁssage

Popup Message v

Popup Web Message

4. Select the desired message type.

5. Click the “Content” input box, type the desired message.

6. Click the “Send Message” button,
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Changing an Agent’s Status

1. Click the desired agent name. The following pop-up window will appear:

Agent Status Chat Busy
Send Message
Change Status

Change Password

2. Click the “Change Status” button. The following pop-up window will appear:

Change Status

Agent john.henry@callcenter.com
Latest Status chalting
Status I Mothing selected -

| have trouble with agent status changing
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3. Click the “Status” dropdown box. The following drop-down menu will appear:

Nothing selected b

Available
After Call Work

Break
Lunch
Training
Meeting
Back Office
Logoff

4. Make a status selection.

5. Click the “Change Status” button,
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Changing an Agent’s Password

1. Click the desired agent name. The following pop-up window will appear:

Agert Status Chat Busy
Send Message
Change Status

Change Password

2. Click the “Change Password” button. The following pop-up window will appear:

Change Password

Supervisor Password
Agent New Password

Agent New Password Again

3. Click the “Supervisor Password” input box, type the password for the supervisor

account in use.
4. Click the “Agent New Password” input box, type the agent’s desired new password.
5. Click the “Agent New Password Again” input box, type the agent’s desired new

password again.

6. Click the “Change Password” button, .
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Viewing Logged Off Agents

1. Click the “Show All Agents” button, , located in the top left-hand corner of the

Agent Status List. The following pop-up window will appear:

All Agents

Agent

Cole Melendez

Gerald Blanchard

Harold Kirk

Jared Walter

John Henry

John Smith

Keyon Sweeney

Khlog Bond

Maggie Mocarty

Matalia Carter

Paul Baker

2. After viewing, click the close button, .
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Sending a Message to Multiple Agents

1. Click the button, located in the top left-hand corner of the Agent Status List.

The following pop-up window will appear:

Queue
Team
Message Type

Content

2. Click the “Queue List” dropdown box, select the desired queue.
3. Click the “Team List” dropdown box, select the desired team.
4. Click the “Message Type” dropdown box, select the desired message type.

5. Click the “Message Content” input box, type the desired message.

6. Click the “Send Message” button,
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Filter Agent Status List by Team

1. Click the “Team” dropdown menu, located in the top right-hand corner of the Agent

Status List. The following dropdown menu will appear:

Select teams v

Alpha

Bela

2. Select the desired team. The updated agent status list will only show the members of

the selected team.

Queue Statistics

The queue statistics window displays information regarding the chat queues. Information

such as answered chats rejected chats, and unanswered chats can be found here.

Queue Statistics

Chat Queues 2 o 1

(%]
(=]
=

Total
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Waiting Chats

The waiting chats window displays information regarding the chats waiting in the queues.

Information such as the number of waiting chats and the longest duration are shown here.

Waiting Chats

Chat Queues 1 17

Total 1 17

Status
Statuses of customer representatives are listed in this module. Moreover, customer
representatives can be filtered according to the related status in the agent status list by

clicking the desired status in the list.

Total Status
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Creating the Custom Supervisor Screen

Used to create a custom supervisor screen according to the supervisor’s visual and

metric-based needs.

1. In the top right section of the supervisor screen, click the : button, the following

screen will appear:

New Supervisor Selection 1.Step

This screen provides four different ways to organize the supervisor’s desired data.
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2. Select the desired pane. The following screen will appear (For this example the first

pane was selected):

Update Custom Supervisor Screen

4. Select the desired metrics for the section.

Note: Once a metric selection is made, it cannot be selected again for a different section

within the pane. If desired, it can be deselected by clicking the o button located to the far
right of the metric’s name. To assist in not making a duplicate selection, if the parameter has

been selected, it will be shown in red on the dropdown menu. An example is shown below:
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Select .

Salect ..
Queus Performance

Note: Queue Performance was selected for a different section within the pane and is

highlighted in red to notify the supervisor.

5. Repeat step 4 for all of the sections within the pane.

6. Once all of the desired selections have been made, click the “Complete” button,

m . The custom supervisor screen will be displayed.

Note: To return to the default supervisor screen, click the “Default Supervisor” button,
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Editing the Custom Supervisor Screen

1. In the top right section of the supervisor screen, click the " button, the custom
supervisor screen will appear.

2. In the top right section of the custom supervisor screen, click the “Update Supervisor”

-
button, ¥, the custom supervisor screen will appear (using the previously selected

pane).

Back
Note: To change the pane view, simply click the “Back” button, - .

3. Make the desired changes.

4. Once all of the desired selections have been made, click the “Complete” button,

m . The updated custom supervisor screen will be displayed.

Note: To return to the default supervisor screen, click the “Default Supervisor” button,
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